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ABSTRACT 
Banking industry in India has undergone tremendous changes 
since LPG (Liberalization, Privatization , Globalization) has taken place 
in India (Uppal , R. K. 2008), i.e. post 1991 economic reforms. 
Introduction of information technology in banking sector has led to 
imperative changes which boost banking industry in India in general 
and also aid in further development of branches of the bank. In recent 
years, banking industry in India is introducing information technology 
that has innovative methods for performing their various day to day 
business operations . The banks appear to be on fast track for IT based 
products and services. Customers are becoming more demanding and 
it is the extensive use of technology that enables banks to satisfy 
adequately the requirement of customers. IT is no longer considered as 
mere transaction processing or confined to management information 
system (MIS). The effect of liberalization, globalization and 
privatization has opened new vistas in the banking industry in an 
intensely competitive environment. 
Total dependence on Information Technology for delivering its 
services in a cost effective manner has made Information Technology an 
integral part of banking operations. Speed and efficiency of banking 
operations has enormously increased due to Information Technology 
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particularly in routine transactions. Flexibility provided by IT has 
helped the banking industry's new services to further enhance quality 
of the current services provided by them to their respective customers. 
IT also facilitates the introduction of new delivery channels like 
Automated Teller Machines (ATM), Net banking, Mobile banking. 
Phone banking etc. 
Reforms in banking sector and introduction of e-banking has 
made structural changes in service quality, managerial decisions, 
operational performance, profitability and productivity of the banks. E-
banking is now one of the emerging trends in the Indian banking 
scenario and is playing very important role in strengthening the 
banking sector and improving service quality. It has enabled the banks 
to handle the payments electronically and inter-bank settlements faster 
and in large volumes. There is increase in customer satisfaction level, 
reduction in cost of banking operations, increased productivity. 
Customers can view the accounts, get account statements, transfer 
funds, can order drafts by using electronic channel. Because of 
availability of ATMs and plastic cards, EFT, electronic clearing services, 
internet banking, mobile banking and phone banking to a large extent, 
customers avoid going to branch premises and have provided a wider 
range of services to the customers. 
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However, it must be noted that Information Technology has not 
been totally good to the banking industry. Entry of foreign and private 
players has increased the competition for public sector banks to invest 
in information technology equipments. Further, Information 
Technology growth in banking industry has created tension for 
technically skilled staff and led to cyber frauds/crimes, online thefts etc. 
State Bank of India is one of the oldest banks of India. Roots of 
State bank of India can be found from the first decade of 19* century, 
with establishment of Bank of Calcutta in Calcutta on June 2""^  , 1806. 
Three years later, this bank was renamed as Bank of Bengal on January 
Z'T^  ,1809. British India established this bank as their first ever joint stock 
bank under the sponsorship of Government of Bengal. 
With the launch of first five year plan, an important turning point 
emerged for State Bank of India with primary focus on development of 
rural sector. Till the first five year plan, the commercial banks of the 
country, including the Imperial Bank of India restricted their products 
and services to the urban sector. Therefore, in order to reduce this 
limitation and serve the economy as a whole and rural sector in 
particular, the All India Rural Credit Survey Committee recommended 
the formation of a state-partnered and state-sponsored bank by taking 
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over the Imperial Bank of India and incorporated with it the former 
state-owned or state-associate banks. 
Now, State Bank of India with its latest information technology 
equipments is competing with best foreign and private banks in India. 
Customers of SBI are getting the latest e-banking services delivered to 
them that are being provided by the foreign and private banks. 
Objectives of the Study 
In the present study, an endeavor has been made to assess and 
evaluate the role of information technology in banking industry with 
special reference to employees and customers of State Bank of India in 
Aligarh city. The objectives of the study were therefore set as follows: 
1. To study the role played by Information Technology in banking 
industry in India 
2. To study the role played by Information Technology in 
development of State Bank of India. 
3. To highlight the prominent Information Technology related 
services being offered by State Bank of India in the country. 
4. To study the challenges posed during the implementation of 
Information Technology at State Bank of India in the country. 
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5. To assess the impact of Information Tecfinology on different age 
group of customers of State Bank of India, Aligarh city. 
6. To offer valuable suggestions for effective and widest possible 
implementation of information technology at State Bank of India 
countrywide. 
Hypotheses 
In the light of the research gap, objectives of the study and to 
judge the role of information technology in banking industry, the 
following hypotheses were formulated: 
1. HI Significance difference is observed between the approaches of 
the two sample groups of customers (below forty years, above 
forty years) regarding security concern as the basic hindrance in 
using information technology related services of State Bank of 
India at Aligarh city. 
2. H2 Significance difference is observed between the approaches of 
the two sample groups of customers (below forty years, above 
forty years) regarding using online financial transactions of State 
Bank of India at Aligarh city. 
3. H3 Significance difference is observed between the approaches of 
the two sample groups of customers (below forty years, above 
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forty years) regarding using e-banking services as status symbol 
by not visiting the branches of State Bank of India at Aligarh city. 
4. H4 Significance difference is observed between the approaches of 
the two sample groups of employees (below forty years, above 
forty years) regarding finding their work easier and more 
interesting due to introduction of information technology at State 
Bank of India at Aligarh city. 
Research Methodology 
An endeavour has been made in the present study to cull up 
relevant data and statistics from primary and secondary sources both. 
The study is concerned with banking industry in India. To achieve the 
noted objectives the study is based on primary and secondary data. This 
study is primarily based on employees and customer satisfaction of 
State Bank of India with the inlToduction of information technology 
equipments. Therefore, primary data have been collected through 
questionnaires and interviews. 
Statistical tools used 
The researcher has made an analytical study through the use of 
significant statistical tools. For measuring the role of information 
technology in banking industry with special reference to State Bank of 
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India in Aligarh city, various statistical tools have been used according 
to the requirement and suitability. The statistical tools are Mean, 
Standard Deviation, Reliability and t-test. 
Layout of the Chapters 
The thesis consists of five chapters along with a comprehensive 
bibliography and annexure. First chapter gives an introductory 
background and framework of the study. It also provides review of 
literature on the subject matter besides statement of problems, 
objectives of the study, research methodology, significance and 
limitations of the study. The second chapter throws light on the inter-
relationship between information technology and banking industry. It 
gives an overview about the e--banking services and the different 
facilities that are being provided by banks to the customers. 
Third chapter presents the history of State Bank of India and 
implementation of information technology related services and their 
various e-banking products and services. 
The fourth chapter analyses the role of information technology in 
banking industry with special reference to State Bank of India in 
Aligarh city by testing of hypotheses based on percentage analysis and 
application of relevant and pertinent statistical tools such as mean, 
standard deviation and t-test to arrive at the findings of the study. 
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Fifth and the final chapter of thesis gives a summary of findings,, 
conclusions and suitable suggestions to evolve meaningful, relevant 
and effective implementation method of information technology related 
services in State Bank Of India in order to provide efficient e-banking 
services to their valuable customers. 
The study makes it evident that from the results of independent t-
test that the alternative hypothesis (H a i) is accepted. Therefore, it is 
discernible that significance difference is observed between the 
approaches of the two sample groups of customers (below forty years, 
above forty years) regarding security concern as the basic hindrance 
using information technology related services of State Bank of India at 
Aligarh city. Statistical analysis has provided evidence that significance 
difference is observed among the selected sample groups i.e. customers 
below 40 years of age and customers above 40 years of age in using IT 
related services due to security issue. 
Null hypothesis (H02) is accepted. It is concluded that there is no 
significance difference in using online financial transaction of State 
Bank of India at Aligarh city between the approaches of the two group 
of customers (below forty years, above forty years) regarding. 
Statistical evidence has provided information that differences 
among the responses of the two group of customers of State Bank of 
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India was found on payment via mobile banking, using e-banking 
service, only checking balance and underutilisation of e-banking service 
due to technical knowhow in operating these services. 
Independent t-test has been used to test the significance 
difference among the selected sample groups i.e. below 40 years and 
above 40 years in using online mode of payment over traditional branch 
payment. The null hypothesis is accepted at 5% level of significance as 
the calculated value is higher than the table value. 
Null hypothesis (H03) is accepted at 5 % level of significance . 
Therefore, it can be concluded that there is no significance difference 
between the approaches of the two sample group of customers (below 
forty years, above forty years) regarding using e-banking services as 
status symbol by not visiting the branches of State Bank of India at 
Aligarh city. 
Statistical analysis has provided evidence that customers of State 
Bank of India falling in the category of below 40 years of age use e-
banking services because it is a status symbol by not visiting the branch 
as compared to above 40 years of customers shown in descriptive 
analysis (percentage analysis). 
The null hypothesis (H04) is accepted. Therefore it can be 
concluded that statistically there is no significance difference between 
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the approaches of the two sample groups of employees i.e. below 40 
years and above 40 years, regarding the statement that induction of 
information technology by State Bank of India at Aligarh city made 
their work easy and interesting. 
For enhancement of the performance of Indian banking industry, 
the researcher has given some suggestions which are given below: 
> Bank should consider to train many employees to tackle 
critical information technology related jobs. Employees should 
be considered for cross training in critical functions and 
document operating procedures. 
> Banks need to follow a planned process to develop awareness 
programs through the stages of planning and design, 
execution and management evaluation and course correction. 
These programs should be customised for the particular 
audience like banks' customer, employees, law enforcement 
personnel, fraud risk professional, media partners, etc. 
> In case of shared ATM network scenario, when the card of 
another bank is used to do fraud, there is lack of clarity 
regarding report of such a theft/fraud. There should be proper 
guidelines to avoid such type of confusion that whether it has 
to be reported to the central bank RBI. 
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> If any new feature or function specially related to security, 
integrity and authentication are being introduced by the 
banks, the customers should ensure that they are well aware 
about the procedure and steps need to be taken to properly 
utilise the service. 
> Name and contact number of the complaint redressal 
authority officer who is dealing with e-banking frauds should 
be made known and widely publicized. Assigned officer 
should ensure that genuine grievances of customers are 
redressed without involving any undue delay. 
> All the customers should register their mobile numbers with 
the banks to receive any transaction alert. If the mobile 
number is changed then customer should update it with the 
bank. 
> Customer should adopt various security precautions and 
practices in protecting their devices and computers and they 
should avoid conducting financial transactions from public or 
internet cafe. 
Due to various limitations like paucity of data, time and other 
resources, the researcher feels that a more in-depth study can be made 
by taking into account private bank or foreign bank. Research can be 
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taken further with a larger number of sample size to identify the 
expectations of the customers. Categorisation of sample was on the 
basis of age. Categorisation can further be done on the basis of income 
level, marital status, educational qualification and other demographic 
differences. The impact of information technology on banks 
"profitability" has been ignored which can give a good platform for 
future research. Research can also be done to study the human values in 
the times of electronic banking system in Indian banking industry. A 
comparative study on Indian and foreign customer's perspective 
towards e-banking services is also open for future research. These 
spheres remain open to the other researchers which if taken up would 
prove to be a milestone in the history of Indian banking industry. 
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ANNEXURES 
PREFACE 
Number of developments have taken place in Indian banking 
industry since liberalisation, privatisation and globalisation. With the 
advent of these changes, the banking industry in India has under gone 
tremendous changes. While deregulation has opened up new vistas for 
banks to augment revenues, it has entailed greater competition and 
consequently greater risks. Prior to liberalisation, privatisation and 
globalisation, Indian banking industry is not in the global picture. A 
strong, healthy and sustainable banking industry is very important for 
the overall development of any economy and failure of banking 
industry will lead to collapse of the economy as a whole. 
But today the same banking industry is providing all the 
products and services that are being provided by their counterpart in 
developed nations. Since then various new and innovative products 
have come into Indian banking industry. The developments that have 
facilitated greater choice for consumers, who have become more 
discerning and demanding compelling the banks to offer a broader 
range of products through diverse distribution channels. 
With the development of information technology, the whole 
world has now become a global village and it has brought tremendous 
changes in the banking industry. The banks appear to be on fast track 
for IT based products and services. Bank customers are becoming very 
demanding and it is the extensive use of technology that enables banks 
to satisfy adequately the requirement of customers. IT is no longer 
considered as mere transaction processing or confined to management 
information system. There is increase in customer satisfaction level, 
reduction in cost of banking operations, increased productivity and as 
such there is a tremendous scope for Indian banks to enlarge their e-
banking services which could enhance their competitiveness. Further, 
new technology has changed the traditional way of doing banking 
business. Customers can view the accounts, get account statements, 
transfer funds, orders drafts by using electronic channel. Because of 
availability of ATMs and plastic cards, electronic fund transfer (EFT), 
electronic clearing services, internet banking, mobile banking and 
phone banking, to a large extent, customers avoid going to branch 
premises and has provided a wider range of services to the customers. 
The applications of IT in banks have reduced the scope of traditional or 
conventional banking with manual operations. IT has enabled the 
Indian banking industry to not only come out with new products and 
services but also brought efficiencies in the backend processes. The 
impact of automation in the banking sector is undoubtedly difficult to 
measure. 
The present study is an attempt to ascertain the changes taking 
place due to introduction of information technology in banking 
industry, to evaluate the banks performance, and to know about 
customers' perceptions regarding various facilities provided by banks 
with the introduction of IT in their banks. 
Preview of the Chapters 
This thesis consists of five chapters along with a comprehensive 
bibliography and annexure. The first chapter is devoted to the design of 
research methodology and the framework of the study. It also provides 
review of literature on the subject matter besides the statement of 
problems, significance, objectives and hypotheses of the study. The 
chapter also discusses the research methodology adopted and 
limitations of the study. The second chapter presents an overview of e-
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banking and discusses its theoretical background elaborately. Various e-
banking services/products have been highlighted. 
The third chapter presents the details about the history of State 
Bank of India, transformation of SBI from 1955 to 2013 is brought out. 
Various e-banking services/products of SBI have been brought to light. 
The fourth chapter presents the study pertaining to testing of 
hypotheses based on application of relevant and pertinent statistical 
tools such as Mean, Standard deviation. Reliability and Independent t-
test, to arrive at the findings of the study. 
The fifth and the final chapter presents the findings and 
conclusions of the study. Then suitable suggestions have been given to 
evolve meaningful, relevant and effective ways for successful 
implementation of information technology equipments in State Bank of 
India and Aligarh in particular. 
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CHAPTER 1 
INTRODUCTORY BACKGROUND AND 
FRAMEWORK OF THE STUDY 
(SECTION A) 
1.1 Introductory Background 
Banking industry in India has undergone tremendous changes 
since LPG (LiberaHzation, Privatization , Globalization) has taken place 
in India (Uppal , R. K. 2008), i.e. post 1991 economics reforms. 
Introduction of information technology in banking sector has led to 
imperative changes which boost banking industry in India in general 
and also aid in further development of branches of the bank. In recent 
years, banking industry in India is introducing information technology 
that has innovative methods for performing their various day to day 
business operations . 
According to the Information Technology Association of America 
(ITAA.2008), "Information Technology deals with the use of electronic 
computers and computer software to securely convert, store, protect, 
process, transmit, input, output, and retrieve information". 
Information technology includes three main components: 
computers, databases and communication. In addition to these 
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components, various other devices are also included like voice mail 
systems, fax machines and other electronic devices. In simple words, IT 
can simply be defined as, "any electronic device which stores and 
communicate the data". Nowadays information technology (IT) is 
playing vital role in banking industry. New services are being provided 
to the customers of bank because of introduction of information 
technology. Banks are now using IT to transfer information from one 
branch to another, to receive instruction and also to perform their 
respective day to day transaction. The impact of Information 
Technology on the banking industry is huge. Now, banks rely on 
information technology for each and every operation and transaction. 
Total dependence on Information Technology for delivering its 
services in a cost effective manner has made Information Technology an 
integral part of banking operations. Speed and efficiency of banking 
operations has enormously increased due to Information Technology 
particularly in routine transactions. Flexibility provided by IT has 
helped the banking industry's new services to further enhance quality 
of the current services provided by them to their respective customers. 
Information Technology also facilitates the introduction of new delivery 
channels like Automated Teller Machines (ATM), Net banking. Mobile 
banking. Phone banking etc. 
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However, it must be noted that Information Technology has not 
been totally good to the banking industry. Entry of foreign and private 
players has increased the competition for public sector banks to invest 
in information technology equipments. Further, Information 
Technology growth in banking industry has created tension for 
technically skilled staff, and led to cyber frauds/crimes, online thefts 
etc. 
(SECTION B) 
1.2 Framework of the Study 
This part of chapter deals with the Statement of Problems 
regarding role of information technology in banking industry, 
especially in State Bank of India followed by Review of Literature in the 
subject matter. Research Gap, Scope of the study. Objectives of the 
study. Research methodology. Layout of the chapters. Utility and 
limitation of the study. 
1.2.1 Statement of Problems 
The major problem in the course of this study was the large 
sample size to be considered owing to the ever increasing 
customer database of State Bank of India in Aligarh. Next major 
problem was the dynamic Information technology sector which 
is synonymous with change. New channel of delivery services 
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everyday is a norm now in banks owing to frequent IT 
developments worldwide. Thirdly, the variety of respondents 
was another major issue since banking services are mostly 
utilized by all sections of society irrespective of status, education 
etc. Not all customers are well educated and possess 
technological know-how. It was difficult to obtain responses 
from such a large variety of respondents available as sample. 
Since the city of Aligarh itself has fourteen customer dealing 
branches and an ever expanding customer database along with 
employee data base of 275. More than the customers, it was a 
colossal task to get responses from employees of SBI, Aligarh 
owing to their hectic work schedules since SBI is a popular 
public sector bank having innumerable variety of accounts. 
1.2.2 Review of Literature 
1. Chowdhury, M.S.A. and Marufullah, M. ,(2013), in their research 
paper entitled "Usage of Information Technology by the 
Commercial Banks Operating in Bangladesh-Current Situation 
and Its Future" describe that the positive impact of Information 
Technology on productivity of banks is difficult to determine in 
net profit and asset (predominantly loans) increases. However, 
banks can enhance productivity by increased spendings on IT 
and better management of IT resources. That would lead to 
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increase in their competitiveness through differentiation and 
customer service improvement, reduced costs, better risk 
avoidance and maintaining the stabihty of their customer base 
and market share. 
2. Sreelatha, T. and Sekhar, C.C. ,(2012 ), in their research paper 
"Role of Technology in Indian Banking Sector" conclude that 
Information Technology promises to change the pace of banking 
in the next few years. Mobile banking and internet banking are 
going to be indoors in the banking sector in future. Even though 
IT systems are complex and sophisticated but they are "energy 
guzzlers". 
3. Jain, M. and Popli, G. S. ,(2012), in their research paper "Role of 
Information Technology in the development of Banking Sector in 
India" describe that the developments in the field of information 
technology strongly supports the growth and inclusiveness of the 
banking sector by facilitating inclusive economic growth . 
Information Technology improves the front end operations with 
back end operations and helps in bringing down the transaction 
costs for the customers. 
4. Sharma, N. ,(2011), in her article "Application of Information 
technology in banking sector" opines that Information 
Technology offers enormous potential and provided various 
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opportunities to the banking sector. It provides cost-effective, 
rapid and systematic provision of services to the customers. 
Applications of IT in banks enables sophisticated product 
development, reliable techniques for risk management, brings 
transparency to the system and helps banking sector reach 
geographically distant and diversified markets. IT and 
communication networking system have crucial impact on 
money, capital and foreign exchange market. However, extensive 
adoption of IT techniques may excavate the conventional banking 
risks. 
5. Chitra., (2010), in her article entitled, "IT emergence: recent trends 
in banking industry of India" states that penetration of 
Information technology in rural areas and outsourcing of 
Information technology operation are major concerns of 
Information technology uses in banking operation. Further, there 
is motivation to customers for increased use of information 
technology while transacting with banks. There is more need for 
strategic thinking by smaller banks while investing in 
information technology. 
6. Arora, A., (2010), in his article entitled "New age banking in 
India" states that the main reason why private and foreign banks 
are penetrating in Indian market is because of their latest and 
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modern technology and further they provide convenient banking 
services to their customers as compared to pubHc sector banks. 
7. Gupta, D.K. and Gupta, P., (2010), in an article, "Mother Tongue 
Friendly E-Delivery Banking Channels In India: Ultimate solution 
for its popular usage" opine that increase in rural internet usage 
can only be successful if the products and services will be 
provided to rural public in their mother tongue and further 
security concern of the villagers have to be tackled by good 
publicity by RBI and concerned banks to give the feeling that the 
system they are going for is user-friendly and secure. 
8. Mehta, A. P. ,( 2010), in his article "Banking - Any Time, Any 
Where" opines that the main reason why new private sector 
banks and multinational banks have been able to survive and 
compete is because of early adoption of information technology. 
Majority of banks are leveraging on low cost channels such as 
ATM's and internet banking. With the help of these channels, 
banks can reduce the traffic from branches. 
9. Knap, F., (2010), in his article, "The Importance Of Financial 
Service Technology And Banking Softwares" emphasizes that 
banking software should address the clerical aspects of any 
business, funds disbursement, collateral maintenance and 
management. Software should be in place to regulate trading, 
-'\ 
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securities, lending, interest rates and changes that are constantly 
taking place. Further, it should also have application for 
customers, staff and management. 
10. Chayamishra and Deepesh, M., (2009), in their article "Future 
Banking System" opine that because of technology, the reach of 
banks has broadened. Further, it has contributed in the 
effectiveness and efficiency of operations. With the introduction 
of information technology in future, there will not be any branch 
of the banks but only computers, mobiles and internet along with 
the ATM's. These will run govern and manage the business. 
11. Muralidharan, D. ,(2009), in his well researched book entitled 
"Modern Banking-Theory And Practice" states that computerized 
banking immediately responds to the requests from customers for 
statement of accounts, balance and other account activity enquiry. 
Further, with signature and image verification system, time taken 
to offer services has been reduced. Information technology 
investment by banks includes IT infrastructure in hardware, 
software and networking (LAN, WAN and internet). 
12. Pirakatheshwari, P. , (2009), in his article "Changing Trends In 
Indian Banking" opines that adopt, adjust and change is the 
message that technology has sent to the modern banks, as 
technology ingrains itself in all aspects of bank functionings. The 
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challenges lies in exploiting the potential for profiting from 
investment made in technology. 
13. Gopinath, S. , (2009), at the CII Banking Tech Summit said that 
earlier banks were focusing their investment just on customer 
services and products. But now banks are investing on internal 
audit, back office and other internal operations which are helping 
them on internal governance and control. With more and more 
spending on IT, there is marked improvement in services like 
fund transfer, settlements including RTGS, NFT, ATM's etc. 
14. Bramlet, T. ,(2009), in his article entitled, "Would you bank with 
your bank?", states that improvement in information technology 
is the key since it provides an inexpensive mechanism for 
disseminating information and facilitating comparison. IT service 
providers have expanded their solution for cash management 
service to address many new challenges. 
15. Subbaiah, A. and Jayakumar , S. ,(2009), in an article "Customer 
Service Of Commercial Banks With Special Reference to ATM" 
opine that customer service is a series of activities designed to 
enhance the level of customer satisfaction i.e. the feeling that a 
product or service has met the customer expectation . The banks 
strongly believe that customer service will be the most important 
factor in maintaining, improving its leadership in India's banking 
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industry. ATM's are important in the customer service so as to 
enhance market share and business growth. 
16. Farooqi, S. and Syed, A. ,(2008), in their article entitled 
"Branchless Banking 'BB'- A New Dimension Of Financial 
Inclusion" opine that some of the characteristics of e-banking 
risks such as unprecedented speed of change related to 
technological and customer service innovation, the ubiquitous 
and global nature of open electronic network, integration of e-
banking application with legacy computer system and increasing 
dependence of banks on third parties that provide the necessary 
information technology. 
17. Diwanji, A and Arora, D. ,(2008), in their article entitled "Banking 
Sector In India 2009 And Beyond" describe that banks in India 
will need capital to upgrade their technological level so as to 
achieve targets in a most cost efficient manner and thereby to 
enhance profits. Further banks will need to spend on risk 
management system owing to the issues arising out of the use of 
technology. The main reason why banks will need additioiial 
capital to grow and ultimately require for expansion in future are 
technology upgradation and security. 
18. Parthasarthi, B.N.V. ,(2008) in his article entitled "Indian Banking 
-Emerging Issues and Future Trends" emphasizes that 
10 
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technology is the area where foreign and new generation private 
banks are scoring over public sector banks and old private banks. 
The larger size of manpower makes the cost of technology and 
related training costs very expensive and challenging for public 
sector banks. 
19. Tandon, L. ,(2008), in her article entitled "Globalization: Impact 
On Indian Banking" conveys that though technology has brought 
strategic transformation in working of private banks but their 
technology operating expense is very less in proportion to that of 
their globalized competitors. Impact of technology in banks' back 
office has led to huge improvement in the efficiency of financial 
service industry both on cost and quality . 
20. Bharthi, G., Vijaya, Reddy, P. M., Saritha, P.,(2008), in their article 
entitled "Consumer In Banking Sector: Some Issues" opine that 
adoption of modern technology such as computerization of 
branches by different banks is for achieving a clear goal and for 
significant improvement in customer service and internal 
accounting. Introduction of computers for front office banking at 
some of the large banking centre will result in improvement of 
customer service and time required for encashing of cheques or 
other instrument will be reduced. 
21. Rao, B.V.K., (2008), in his article entitled "Paradigm Of Virhial 
11 
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Banking" describes that electronic fund transfer mechanism has 
been started by many banks and shared payment network system 
has been installed in cities like Mumbai. Technology has brought 
about an improvement in customer satisfaction. Customer is now 
techno-friendly. Preventive and detective control should be there, 
a check on cyber crimes and other cyber thefts should be taken 
care off. Speedy adoption of technology in banking sector 
otherwise may prove to be a flash in the pan. 
22. Thiugaranjan, T.S ,(2008), in his article entitled "Training Needs 
Of Banking Personnel" states that due to advent of technological 
development, there was hardly any need for customers to go to 
the branch as a result of inti'oduction of ATM , phone banking, 
internet banking, mobile banking. Even for availing credit, the 
borrower need not have to a visit the branch. 
23. Vinagamoorthy, A. ,(2008), in his article entitled "Globalization 
And Recent Trends In Banking" has aptly remarked that success 
and technology are two sides of the same coin in the present 
business scenario of post-liberalization and globalization. The 
internet and other IT infrastructure have brought strong winds of 
change in the current working methodology of banks in India 
which although are comforting for customers but pose a threat to 
banks. As the future is full of challenges, the banks that use the 
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suitable and effective technology will be on the path of success 
and bright future. 
24. Uppal R.K. ,(2008), in his book, "Indian Banking In The 
Globalised World" emphasises on the upgradation of technology 
by public sector if they want to remain competitive in the market. 
With the introduction of technology, these banks can enhance 
their capacity in handling more and more customer demands 
without losing much time. 
25. Uppal, R.K., (2008), in his book entitled "Banking With 
Technology" opines that India's banking sector has made rapid 
strides in reforming and aligning itself to the new competitive 
business environment. Indian banking industry is in a midst of an 
information technology revolution. Technological infrastructure 
has become an indispensable part of the reform process in 
banking system. With the gradual development of sophisticated 
instrument and innovation in market practice, RBI has taken 
interest in developing appropriate technological infrastructure to 
facilitate market development such as payment and settlement 
system, delivery versus payment and electronic fund transfer. 
26. Shekhar, K. C. and Shekhar, L. ,(2008), in their book entitled 
"Banking Theory And Practice" describe that investment in 
technological infrasti"ucture can only be made when it is viable 
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and feasible. Further, the pace of technology needs to be 
upgraded to attain international standards. Information 
technology has immense untapped potential in banking. For 
improving asset liability management, it is essential to strengthen 
the information technology in banks. 
27. Akash, S.B. ,(2007), in his article entitled "Information 
Technology In Banking Industry" states that information 
technology is must for meeting day to day requirement in the 
functioning of banks in order to attain competitive edge and 
generation of new financial products. Also information 
technology aids in institutional survival by increasing speed of 
work and lowering transaction time. 
28. Manoharan, B. ,(2007), in his article entitled "Role of Debit and 
Credit Cards in Indian Banking Industry" states that the advent 
of information technology has paved the way for a radical change 
in the nature and mode of banking operation. With the rapid 
deregulation, customers today have a range of products like 
infinity banking, mobile banking, ATM banking etc. 
Globalization and information technology revolution has raised 
customer expectation. 
29. Sridevi, S., (2007), in her article entitled "Computerization In 
Banking Industry" states that early adopters of technology 
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acquire significant competitive advantage. On account of 
changing need of organization and introduction of technology, 
banks should recruit fresh talent with attractive pay perquisite. 
Managing technology is therefore a key challenge for Indian 
banking system. Wide disparities exist between various banks as 
far as technological capabilities are concerned. The sector as a 
whole needs to make significant programme for the whole 
industry. 
30. Mittal, R.K. and Dhingra, S. ,(2007), in their article "Assessing 
The Impact Of Computerisation On Productivity And 
Profitability Of Indian Banks" have described that information 
technology (IT) innovation in the last few years has changed the 
landscape of banks. IT seems to be the prime mover of all 
banking transactions. Anywhere banking, telebanking, mobile 
banking, net banking, automated teller machine(ATM), credit 
cards, debit cards, smart cards, call centre, data warehousing 
have totally transformed the banking industry. 
31. Rangaran, C. , (2007), in a memorial lecture on "The Indian 
Banking System- Challenges Ahead" had said that with 
introduction of technology, there is significant improvement in 
customer growth. The technology has enabled the banks to 
reduce the time taken for various services rendered such as 
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transmission of funds. ATM provide easy access to casli. Further, 
he stated that it is not clear whether the customers as depositors 
or users are fully satisfied or not. 
32. Ackermann, ]., Yeung, M.A. and Bonnel, E.V. ,(2007), in their 
article "Better IT management by banks", emphasize on 
investment in information technology by banks. Sometimes banks 
do not get good output on their investment as they spend too 
much on running the daily operation and too little on innovation. 
Leading information technology performers do a better job of 
applying their technological investment to create new business 
value rather spend less on daily operation. 
33. Shroff, F.T., (2007), in his book entitled "Modern banking 
technology" emphasizes on investment on information 
technology by various banks. Those banks which invest in right 
information technology infrastructure will be leaders of banking 
industry. Information technology has changed back office 
activities as well as automation. Hundreds of ledgers and 
thousands of papers need to be avoided with automations and 
extra efforts. 
34. Ravi, V., (2007), in his book entitled, "Advance Banking 
Technology and Management: Impact of ICT and CRM " states 
that information technology affects banking in two ways . First, it 
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reduces cost by replacing paper based labour intensive method 
with automated processes. Second reason is that it may modify 
the ways in which consumer have access to banks services and 
products. 
35. Reddy, S.V. et .al, (2007), in an article "Profitability and 
Productivity in Indian Public Sector Banks: An Analysis" 
described that bank must try to increase productivity through 
development of men, material and resources. Public sector banks 
should reduce the percentage of their NPA's(Non performing 
assets) to improve profitability. Asset liability management, risk 
management manpower planning, diversification, adoption of 
information technology are the key areas which should be 
concentrated to improve productivity and profitability in public 
sector banks. 
36. Khan, M. M ,(2006), in his article entitled "Challenges For Indian 
Banking In the New Millennium" emphasizes that there is a need 
to establish an apex body that can develop, disseminate and 
deregulate technology for inter bank network and payment 
system to enable the banks in India to reach global standards. 
Rural branches of banks did not use the same technology as their 
counterparts in urban branches use. 
37. Veeraiah, P and Rathnakar, G., (2006), in their article entitled 
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"Changing Scenario in Banking Sector in India" state that 
information technology revolution has made it possible to 
provide flexibility in operation to customers. Due to exposure to 
global trend after information explosion led by internet, 
customers, both individual and corporate are demanding better 
service with more products from their banks. With the 
introduction of internet, products and services can be delivered at 
any point of time. 
38. Singh, R. K., (2006), in his book entitled "Indian Banking And 
Financial Sector Reforms, Realising Global Aspiration" has 
described that banking sector has undergone rapid changes, 
followed by a series of fundamental development. Most 
significant among them is the advancement of information 
technology as well as communication system. This has changed 
the very concept of traditional activities that have been 
instrumental behind broadening the dissemination of financial 
activities. Information technology and communication 
networking system have revolutionarised the functioning of 
banks. In highly industrialized countries, access to financial 
entities is on an online basis majorly. 
39. Uppal, R.K. ,(2006), in his book entitled "Indian Banking Industry 
And Information Technology" state that economic reforms over 
18 
Introductory (Bac^roundandTramewor^oftfie Study 
the last one and half decade have radically transformed the 
operational environment of banking sector. The information 
technology revolution has not only changed the way banking 
business is done but also widened the range of products offered 
by banks. The growing competition amongst banks is forcing the 
nationalized banks to provide prompt and reliable customer 
service and offer a variety of hi-tech banking products and 
services. 
40. Bhasin, N. ,(2006), in her book entitled "Banking Development In 
India 1947 To 2007 Growth Reforms And Outlook" describes that 
information technology has transformed the functioning of 
business all over the world. Information technology enables 
better decision making, latest and accurate information, reduced 
cost and overall improvement in efficiency. In India, banking 
sector has been a major beneficiary from inroads made by IT. 
Reserve bank of India has played a proactive role in the 
implementation of information technology in the banking sector. 
Information technology based initiatives would focus on meeting 
three pronged objectives of better house keeping, improved 
customer service and overall systematic efficiency. 
41. Uppal, R.K. and Kaur, R., (2006), in their book entitled "Banking 
sector reforms in India, A review of post 1991 Development" 
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opine that information technology revolution has changed the 
way banking business is done and has considerably widened the 
range of products. Further, it has increased the expected demand 
of customer. 
42. Uppal, R.K. and Kaur, R., (2006), in their book entitled "Banking 
sector reforms in India, A review of post 1991 Development", 
describe how information technology is substituting human 
resource, but it is only an aid to human efforts not substitute 
thereof. 
43. Uppal, R.K and Kaur, R., (2006), in their book entitled "Banking 
sector reforms in India, A review of post 1991 Development", 
suggested that in the highly competitive environment, Indian 
Banking Industry should manage each and every activity through 
cost effective IT .Public sector banks need to speed up work of 
upgradation even in semi urban and rural banking. Now, it is a 
compulsion to adopt latest IT techniques. In addition to cost 
effectiveness, IT must be customer driven and implementable. 
44. Kalavathy, S. ,(2005), in her article entitled "Technology In Indian 
Banks" opines that banks in India are going through technology 
transformation phase. They are now setting aside huge amount 
for technological upgradation. Technology helps in improving 
customer experience, enhanced product delivery, product 
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innovation, better cross selling of product, reducing the 
transaction cost, better risk management, control etc 
Technological investment will not only require onetime 
investment but also recurring expenses. 
45. Iqbal, S. M. A. ,(2005), in his article entitled, "Information 
Technology In Indian Banks: A Building Block For Economy In 
the New Millennium" opines that information technology is 
being used by banking industry from mid 20* century. New 
concept of banking such as e-banking, online banking, ATM, 
telephone banking, virtual banking, electronic fund transfer 
(EFT), investment banks are being developed by banking 
industry with the introduction of information technology. 
46. Kumar, N. and Kumar, M. ,(2005), in their article entitled 
"Computer Audit In Banks" describe that computer 
abuses/frauds caused by outsiders or employees may lead to 
serious trouble in banks. Computer frauds may prove very costly 
and loss of confidential data attract claims for compensation. 
Therefore, there is an urgent need for banks to have a competent 
electronic data processing (EDP) system with proper 
audit/control over such a system. 
47. Kumar, N. and Kumar, M. ,(2005), in their article entitled, "What 
Do Computers Do In Banks?" emphasize that technology has 
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resulted in development of semi-conductor technology, which 
results in expansion of automation, computing and 
telecommunication. Technology helps in paperless transaction in 
addition to storing of large amount of data and can be retrieved 
and updated at a very fast pace. Computers in banks can be used 
for single window system, anytime banking, shared payment 
network system (SPNS), telebanking, home banking, electronic 
fund transfer and plastic cards as medium for payment, intra-
bank, inter-bank transactions. 
48. Kumar, N. and Kumar, M. ,(2005), in their article entitled, "Bank 
Computerization And Customer Service-A Study" state that that 
the business of banking and finance has become information 
based. Technology introduction in banks will make the 
customer's convenient. Technology advancement has led to the 
development of new products and services. Customers are now 
more tech-friendly as they are demanding more convenience. 
Further, computerization increases the efficiency of banks and 
also reduces time for various services. 
49. Reddy, R. and Sudarasana, R.G. ,(2005), in their article entitled 
"Banking Service Through E-Banking" state that when foreign 
banks enter Indian market, they lay emphasis on high quality and 
efficient services, along with technological advantage like satellite 
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banking and telebanking, skeletal staff and lesser number of 
branches. Importance of technology for improving customer 
service, productivity and operational efficiency of banks is well 
recognized. This also enables wide range of products and services 
being available to retail and wholesale customers. 
50. Nelson, J.A., (2005), in his article entitled, "Information security 
risk in financial institution" states that technology will continue 
to change and hackers will continue to hack. Since banks adopt 
technology based products/services, they must also adopt new 
protective technologies. If banks do not adopt defensive 
technology, they will increase their risk of defaults, because 
hackers will use latest technologies to their advantage. 
51. Deva, V., (2005), in his book entitled, "E Banking" states that 
banks are now adopting Information Technology in all of their 
branches. Banks have to adopt information technology to offer 
best and efficient banking services. Banks can use IT as a tool to 
gain competitive edge over their competitors in addition to 
reduction of cost and improvement in service delivery. 
52. Reddy, B. R. and Reddy, Y., (2005), in an article "Financial 
Performance of SBI: An Analysis" explains that in the changing 
banking scenario , SBI is one of the leading public sector banks 
which welcome the radical change and make the organization fit 
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for changes without much difficulty . The bank has invited the 
task assigned both at the time of post Hberalisation and post 
reforms era. The performance highlights of the bank exposed that 
it had achieved the tasks and target from time to time and 
continuously retained top position in financial strength and 
created a record in the use of information technology by 
providing anywhere, anytime banking facilities and 
computerization of its branched rapidly. 
53. Ramachandra, R.B. ,(2004), in his article entitled "Some Aspects 
Of E-Banking" opines, as technology is changing every now and 
then, commercial and financial transaction are becoming easier, 
cheaper, and speedier through access to online global market 
which does not have any geographical boundaries in the 
paperless world of transaction. Application of right technology 
would help in achieving the desired objectives at optimum cost. 
Though Indian consumers at large are not tech-friendly but 
younger generation is tech-friendly who would be the consumer 
of tomorrow. 
54. Malyadri, P. ,(2004), in his article entitled, "Information 
Technology Management In Banks: Some Strategies" described 
that the development of information technology has increased the 
expectation of customers for newer products and alternative 
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delivery channels. Due to technological advancement, banks are 
now under pressure to develop product and services of 
tomorrow. Merely introduction of information technology in not 
enough, it is the people who have to play a crucial role while 
handling hardware, software, and networking tools. 
55. Sanjeevaiah, B.C. and Venugopal. ,(2004), in their paper 
"Paradigm Shift In Banks" have stated that banking has now 
become a highly competitive business, the business of risk taking 
and risk management. Information technology in banking 
becomes inevitable because developing customer base, speed and 
accuracy and risk management are vitally important in this area. 
Information technology will facilitate transparency and 
accountability in establishing frame for continuous quality 
improvement, for increasing production and reduction in cost, in 
achieving uniformity of records, verification and micro-level 
monitoring, reducing transaction cost and for better management 
of bank funds and risks. 
56. Mohan, R. ,(2004), in his key note address on "Indian banking 
and e-security" states that with the expansion of information 
technology application in Indian banking sector there is increase 
in concern relating to e-security. Information technology is not 
limited to accounting and back office job in banks. Information 
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technology now facilitates new delivery of channels such as 
ATM, net banking, mobile banking. 
57. John, S. M., (2003), in his book, " Information Technology : its 
application on SSI sector" advocates that with the help of 
information technology, banks provide services to customers 
such as access to their account, 24x7 downloading account 
opening form, balance enquiries, payment of bill, buying and 
selling of shares, transfer of funds between bank accounts. 
However, there are certain limitations such as low PC 
penetration, internet connectivity, security personnel relationship 
and sometimes mindset of peoples may play a crucial role in 
successful implementation of information technology in banks. 
58. Gup , B.E., (2003), in his book entitled, "The Future of Banking" 
describes that digital technology has reduced the cost of 
compiling, processing and distributing information. Information 
and communication technology not just creates certainty in 
information, it also makes the information more symmetric. 
Information Technology has enabled banks to innovate in range 
of areas, including products distributing channels, organizational 
structures, internal process and customer relationship 
management. 
59. Kamesam. , (2001), in an article "Development in the Indian 
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Banking Industry and Challenges" observed that the banking 
sector in India poised to meet the changing global environment. 
The future of banks will largely depends on excellent customer 
service by keeping in pace with changing technology and 
iTansparent operation. 
60. Srinivasan, R. , (2000), in an article "Computerization in Indian 
Banks" stressed on accelerating the pace of the process of 
computerization of banks branches to enhance the profitability, 
operating efficiency, service quality and to diversify the earning 
base. 
61. Kumar, G., (2000), in an article entitled, "Centralized Funds 
Management System", critically examined basic functions of RBI 
for centralized Fund Management System by the new technology. 
According to him, a technological revolution in respect of the 
payment and settlement systems in our country needs 
intermediate service facility for the funds and treasury managers 
in commercial banks. The author has given an account for an 
excellent instrument of information technology for managing the 
funds and efficient payment mechanism through electronic funds 
transfer. 
62. Murty, G.R.K. , (2000), in an article entitled "Banking in the 
'Dotcom' World: A Preview", has shown growth of information 
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technology with increasing size of service providers and e-
commerce companies to be tied up with banks enabling them for 
improvement in technology to deliver innovative services. In an 
economic terminology, the author expressed that mechanical 
interposition between the banks and clients must make cheap 
services for the clients by improved World Wide Web (www) 
platform and its related technology. Murthy emphasized internet 
as an instrument to widen, to improve the function of technology 
at reasonable cost in banking industry. He suggested for bank 
iTade unions to have "professionalism" against "protectionism" 
to the employees for electronic governance in the banking 
industry. 
63. Raghavendra ,L- / (1999), in an article entitled "Collective vs. 
Individual Approach to Software Development in Banks" 
examined induction of new software and their development in 
banks. He has looked into operational side to develop softv/are 
by the bank. For this, he has suggested collective approach by 
number of banks remaining together as a group effort to develop 
new software suited to the technological change in Indian 
banking industry. 
64. Hajri, S. A. , in his article entitled, "The adoption of e-banking: 
The case of Omani banks", opines that the emergence of e-
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banking had made many banks rethink their Information 
Technology (IT) strategies in competitive markets. Those banks 
which fail to respond timely in the market are likely to lose 
customers and further the cost of offering e-banking services is 
less than the cost of keeping branch banking. 
Available literature on role of information technology in banking 
industry deals with pros and cons of it, how introduction of information 
technology has affected banks financial position whether in a positive 
or negative way. 
1.2.3 Research Gap 
After going through various books, articles, journals, magazines, 
project reports, annual reports and Ph.D theses related to the "Role of 
information technology in banking industry", the researcher came to 
the conclusion that there are major and minor issues related to the "Role 
of information technology in banking industiy: A case study of State 
bank of India in Aligarh city". 
On the basis of literature review and past studies the following 
research gap was established: 
Studies directed towards banking and information technology 
have mainly focused on pros and cons, benefits and losses incurred due 
to information technology in banking services. A need was therefore felt 
to gauge the effect of information technology on customers/employees 
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of different age-groups, their needs and preferences regarding 
introduction of information technology in banking services. Keeping 
this in mind the hypotheses were formulated. 
1.2.4 Significance of the Study 
The proximity between IT and banking industry is indisputable 
today. Banking, being a people's industry worldwide and in India too 
has a sea of information related to it on various aspects. Effects of IT are 
visible on all industries today and banks in India are not far behind. SBI 
in India stands in close competition with other leading foreign and 
private sector banks like ICICI, HSBC, HDFC, YES, Standard Chartered, 
Citibank etc. Hence to compete with these giants, largest and most 
popular public sector bank in India i.e. SBI, needs high-quality 
quantifiable researches to point out the existing loopholes in the 
technical systems being practiced so that further researches are 
conducted to find adequate ways of bringing SBI at the top of list of 
leading banks in India . 
1.2.5 Objectives of the Study 
In the present study, an endeavor has been made to assess and 
evaluate the role of information technology in banking industry with 
special reference to employees and customers of State Bank of India in 
Aligarh city. The objectives of the study were therefore set as follows: 
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1. To study the role played by Information Technology in banking 
industry in India 
2. To study the role played by Information Technology in 
development of State Bank of India. 
3. To highlight the prominent Information Technology related 
services being offered by State Bank of India in the country. 
4. To study the challenges posed during the implementation of 
Information Technology at State Bank of India in the country. 
5. To assess the impact of Information Technology on different age 
group of customers of State Bank of India, Aligarh City. 
6. To offer valuable suggestions for effective and widest possible 
implementation of Information Technology at State Bank of India 
countrywide. 
1.2.6 Hypotheses 
In the light of research gap, objectives of the study and further to 
judge the role of information technology in banking industry, the 
following hypotheses were formulated: 
1. HI Significance difference is observed between the approaches 
of the two sample groups of customers (below forty years, 
above forty years) regarding security concern as the basic 
hindrance in using information technology related services of 
State Bank of India at Aligarh city. 
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2. H2 Significance difference is observed between the approaches 
of the two sample groups of customers (below forty years, 
above forty years) regarding using online financial 
transactions of State Bank of India at Aligarh city. 
3. H3 Significance difference is observed between the approaches 
of the two sample groups of customers (below forty years, 
above forty years) regarding using e-banking services as status 
symbol by not visiting the branches of State Bank of India at 
Aligarh city. 
4. H4 Significance difference is observed between the approaches 
of the two sample groups of employees (below forty years, 
above forty years) regarding finding their work easier and 
more interesting due to introduction of information 
technology at State Bank of India at Aligarh city. 
1.2.7 Research Methodology 
The study is concerned with banking industry in India.To achieve 
the noted objectives the study is based on primary and secondary data. 
This study is primarily based on employees and customer satisfaction of 
State Bank of India with the introduction of information technology 
equipments. Therefore, primary data has been collected through 
questionnaires and interviews. Questionnaires were distributed in 
various government offices, various residential colonies, Jawaharlal 
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Nehru Medical College, Aligarh Muslim University along with other 
departments of the Aligarh Muslim University, and various branches of 
State Bank of India in Aligarh city. Secondary data has been collected 
from various reports published by RBI and Government agencies, 
periodical, books, journals, magazines, newspapers, theses, dissertation, 
training reports, memorial lectures, banking summits, key note 
addresses and various websites etc for making an analysis and 
interpretation of data. 
A. Sources of Information 
i. Primary source 
The data have also been collected through interviews and 
through the questionnaires distributed to employees and 
customers of State Bank of India in Aligarh city in order to know 
the varied dimensions of role of information technology in bank 
and implementation of information technology related services in 
their branches. Thus, an analysis has been made with the use of 
relevant statistical tools on the responses received from the 
employees and customers on five point Likert scale (as given in 
the questionnaires in the annexure) of State bank of India from 
Aligarh city. 
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ii. Statistical tools used 
For measuring the role of information technology in banking 
industry with special reference to State Bank of India in Aligarh 
city, various statistical tools have been used according to the 
requirement and suitability. The statistical tools are Mean, 
Standard Deviation and t-test. 
a. Mean 
It is single value, which represents the entire data available. 
b. Standard Deviation 
The Standard Deviation measures the absolute dispersion or 
variability of a distribution. It shows the deviation from the 
mean. 
c. Reliability 
Reliability refers to the extent to which a scale produces 
consistent results if repeated measurements are made 
(Thompson, 2002; Sinha, 2000). Reliability is the consistency of 
measurement or the degree to which an instrument measures 
the same way each time it is used under the same condition 
with the same subjects. In short, it is repeatability of 
measurements. A measure is considered reliable if a person's 
score on same test given twice is similar. It is important to 
remember reliability is not measured, it is estimated. For a 
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measure to be acceptable coefficient alpha should be above 0.7 
(Nunnally, 1978; Lindquist et.al. 2001). The reliability of item 
in different variables and statement was assessed by 
computing the coefficient alpha (Cronbach, 1951). 
d. Independent T-Test 
Independent T-test involves examination of the significant 
differences on one factor or dimension between means of two 
independent groups or two experimental groups. T-Test have 
been calculated with the help of Statistical Package for Social 
Science (SPSS). 
iii. Secondary source 
The data have been mainly collected from various books on the 
relevant subject matter. The journals and periodicals have been 
thoroughly scanned to collect material on role of information 
technology in banking industry, e-banking services. Annual 
reports of concerned ministries, reports of Reserve Bank of India, 
reports of State Bank of India have been consulted for requisite 
numerical and non-numerical data. Some unpublished theses and 
dissertation have also been studied to analyse the proble:ms, 
issues and challenges in successful implementation of 
information technology related services in Sate Bank of India. 
The articles, write-ups and abstract of the prominent reports on 
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banking industry appearing in leading business dailies have been 
consulted to examine the role of information technology in 
banking industry related problems and issues critically. The 
various informative websites have provided substance and 
valuable support to the framework of this thesis. Brochures of 
various financial organizations and souvenirs of conferences 
organized on related topics gave new dimensions to this study 
and made it possible to proceed in the right direction to arrive at 
suitable findings and recommendations for all round successful 
implementation of information technology related services in 
banking industry with special reference to State Bank of India. 
1.2.8 Layout of the Chapters 
The thesis consists of five chapters along with a comprehensive 
bibliography and annexure. First chapter gives an introductory 
background and framework of the study. It also provides review of 
literature on the subject matter besides statement of problems, 
objectives of study, research methodology, significance and limitations 
of the study. The second chapter throws light on the inter-relationship 
between information technology and banking industry. It gives an 
overview about the e-banking services and the different facilities that 
are being provided by banks to the customers has been discussed. 
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Third chapter presents the history of State Bank of India and 
implementation of information technology related services there and 
various e-banking products and services provided by State Bank of 
India. 
The fourth chapter analyses the role of information technology in 
banking industry with special reference to State Bank of India in 
Aligarh city by testing of hypotheses based on percentage analysis and 
application of relevant and pertinent statistical tools, such as mean, 
standard deviation and T-test to arrive at the finding of the study. Fifth 
and the final chapter of thesis gives a summary of findings, conclusions 
and suitable suggestions to evolve meaningful, relevant and effective 
implementation method of information technology related services in 
State Bank of India in order to provide efficient e-banking services to 
their valuable customers. 
1.2.9 Limitations of the study 
The field of information technology in banking industry is clearly 
maturing. Researches have mainly focused on the importance of 
information technology in banking industry's, pros and cons of 
information technology in banking industry. Security concern of 
customers in indulging in financial transaction through e-banking 
services or information technology related services has not been focused 
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properly. Owing to these facts, researches have also been minimal in 
this area. 
The relative immaturity of information technology in banking 
industry, as mentioned earlier, means that in research terms, there are 
still many gaps in the body of knowledge that need to be plugged. 
Without research, availability of data is Hmited and without data, the 
quality information required to develop theories and models is also 
scarce. 
1.3 Conclusion 
India is showing remarkable progress in the sphere of 
information technology in banking industry in India and also in e-
banking services. In other words, Indian banking industry is fast 
shaping the destiny for cashless transaction and branchless banking. 
The cost and time effectiveness of e-banking has attracted the attention 
of customers and bankers alike. Indian banking industry has the 
promise for tomorrow in terms of delivering e-banking services. 
Further, it will help the banks in reducing the cost in long run. The next 
chapter entitled, " E-Banking In India An Overview" deals with the 
inter-relationship between information technology and banking 
industry in India. Discussion about various e-banking products 
available in Indian banking industry have been made. An account is 
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presented with regard to enhancing significance of information 
technology in banking industry in the 21^* century. Various facihties 
provided by e-banking services have also been discussed. 
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CHAPTER 2 
E-BANKING IN INDIA-AN OVERVIEW 
2.1 Introduction 
The last chapter reviewed the literature on role of information 
technology in banking industry. In addition to that, all the aspects 
pertaining to information technology in banks have been discussed. 
While Information technology in banking industry is introduced in 
details, work to be carried out under this study has been explained. The 
research methodology adopted along with objectives and hypotheses of 
the study have also been clearly defined. The framework was made to 
proceed with the work and to bring the study to a logical conclusion . 
The present chapter is devoted to present an overview of e-banking 
and discuss its theoretical background. An elaborate discussion on the 
concept of e-banking is presented. Various e-banking product and 
facilities will also be discussed in this chapter. 
2.2 Meaning and Concept of E-banking 
Liberalization and de-regulation process, which started in 1991-92 
has made a drastic change in the Indian banking system. From a totally 
regulated environment, we have gradually moved into a market driven 
competitive system. 
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In today's era, one cannot think about the success of any service 
industry including banking industry without information technology. It 
has increased the contribution of banking industry in the economy. 
Financial transactions and payments can now be processed quickly and 
easily in friction of seconds. Every second development in Information 
Technology (IT) and its acceptability by the commercial banks in India 
has enabled them to use IT extensively to offer their products and 
services to customers apart from just back office processes. Banks with 
latest information technology techniques are more successful in the cut 
throat competitive market in these days. Further, they can generate 
more and more business opportunities resulting in greater profitability. 
Information technology revolution in banking sector has not only 
provided improved service to the customers, but also reduced the 
operational cost (Talwar, 1999). 
Latest Developments in Information Technology have also 
brought along a whole set of challenges to deal with. Speedy changes in 
technology, complexities, high costs, security and data privacy issues, 
new rules and regulations and lack of trained manpower are some 
challenges faced by commercial banks in India. 
E-banking can simply be defined as using Automated Teller 
Machines (ATM's) , telephones, internet and mobiles for doing day to 
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day simple and advance transaction without being physically present in 
the bank , to use the services like making queries for account balance, 
making different type of payments like bills, mobile recharge, money 
transfer, filing income tax return electronically. In simple words, e-
banking is concerned with doing all these transactions from home or 
office without visiting the branch; 24 hours, 7 days in a week by using 
ATM's, telephones, internet and mobiles etc for doing banking services. 
E-banking technology is gaining all-round adoption in banking 
industry across developed and developing countries. The use of e-
banking technologies that includes automated teller machines (ATM's), 
telephone-banking, internet banking and mobile banking i.e. branchless 
banking in the delivery of banking products and services to their 
customers has become an essential aspect of modern banking system. 
Since banking services are informational (Bradley and Stewart, 2002) 
and can easily be automated and digitised (Porter and Miller, 1985), 
every bank these days is considering the adoption of information 
technology equipments as a means to improve the performance, service 
quality and efficiency in delivering the services. E-banking refers to the 
system that enables the banks to offer their customers access to their 
accounts, transact business and obtain information via electronic 
communication channels; these channels can be Automated Teller 
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Machines (ATM's), tele-banking, home-banking and internet banking 
(Turban, 1999). Banks have now been able to provide single window 
system for quick delivery of services to their customers, where one can 
deposit cheque, receive payment, deposit cash etc all at one place. 
According to Nehmzow (1997), traditional banking methods (e.g. 
back office processes such as paper filling, paper work processing, 
sorting cheques and cash handling ) from both banks and customers 
perspective, has become most costly . Regular requests from customers 
for bill payment (telephone, mobile, electricity, insurance and credit 
card bills), cash withdrawals, loan applications, cheque clearings, 
money transfer were huge tasks for traditional banks, thus there was a 
clear need to adopt information technology equipments to automate 
back office work (Keyes, 1999). Despite the benefit of e-banking 
technology in improving service quality, productivity and efficiency, 
some banks have struggled to adopt and integrate information 
technology related services in their current banking system . This might 
be due to bank staffs resistance to new technologies (Khalfan and 
Alshawaf, 2004) or due to lack of fund that is needed to install and 
upgrade the current banking system. Private and foreign banks have 
added multiple technological up-gradation in their various branches 
.Even though public sector banks followed the private banks in their 
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technological initiative and services but still they are far behind from 
their competitors due to constraint of financial resources required to 
upgrade e-banking services. 
E-banking system is growing its roots in developing countries 
like India. Private sector banks have been adopting e-banking since 
their birth, but for public sector banks, it is an uphill task. However, it is 
believed that e-banking will help banks to cut cost, increase revenue, 
cut time for delivering service and become more convenient for the 
valuable customers (Halperin. 2001). Cost of e-banking services is very 
low to traditional way of delivering the services. Rough estimates in 
India assume banking teller cost Re 1 per transaction, ATM transaction 
cost is only.0.45 Re , phone banking at 0.35 Re, debit card costs around 
0.20 Re and internet banking cost only 10 paisa per transaction (Sharma, 
2005). 
Electronic delivery solutions would make flow of information 
much faster, more accurate and enable quicker analysis of data 
received. This would make the decision making process faster and miore 
efficient. Fundamental shift in the functioning of banks has been 
brought up by information technology. This not only helps the banks in 
improvement of their internal functioning but also enables them to 
52 
'E-San^ng in IvSa -Jin Overview 
provide better customer service. Information technology will break all 
the boundaries for using any services. 
The banking environment of today is rapidly changing and the 
rules of yesterday are no longer applicable. Most of the banks in India 
have adopted core-banking solutions (CBS) in a fully networked 
environment. Back office functions have been taken away from 
branches to a centralized place. While physical branches would 
continue to be relevant in the Indian scenario, the real growth driver for 
reducing the cost would be virtual branches i.e. Automated Teller 
Machines (ATMs), internet banking, mobile banking, kiosks, phone 
banking etc., which is made possible by few persons and run on 24 x 7 
basis to exploit the real potential of these information technological 
utilities. New technologies cannot completely replace the branch 
network but it can support old methods of delivering the services to 
their customers. 
Information Technology has brought drastic change in the day to 
day functioning of banking operations. It not only brings improvements 
in their internal functioning and daily routine work but also enable 
them to provide better customer service efficiently and effectively. 
By directing various banking transactions through electronic 
channel and by providing customers direct access to their account 
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without visiting the branch, banks now offer quick service along with 
transparency and incentives to their customers for using e-banking 
services. Because of all this, work load of banks' employees has reduced 
has consequently improved the quality of customer service in branches. 
According to data compiled by Reserve Bank of India, steady 
growth in the number of transaction via electronic form along with the 
amount of money transferred is shown in chart 1. 
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2.3 Benefits of E-banking: 
E-banking helps the customers as well as banks by overcoming 
the drawbacks of manual system as computers are capable of storing , 
analysing , consolidating, searching and presenting the data as per the 
requirement of customers and banks with a lot of speed and accuracy. 
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Advantages to the Banking institutions 
1. E-banking helps in reducing the cost of deUvering the services to 
the customers. 
2. It provides banks with competitive advantage among their peers. 
3. It reduces the use of paper money that helps the central bank in 
printing less paper notes. 
4. Through websites, banks can earn revenue by promotional 
activities. 
5. FAQ's uploaded over the banks' website will reduce the 
workload on employees. 
6. Customers can avail e-banking facility from anytime, anyplace, 
therefore there is a need to invest more and more on relevant 
infrastructure 
Advantages to the customers I ^ \ 
1. E-banking delivers 24x7 services to customer. ^* '^^ ''''/in"y^v-;:t--'; 
2. Easy access to account information in quick time. 
3. Payment can be made online for the purchase of goods and 
services. 
4. With e-banking, customers can check account balance, can get 
statement of their account, apply for loans, check the progress of 
their investments and collect other relevant information. 
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2.4 E-banking Services in India 
E-banking is a term that includes the entire information 
technology revolution that has taken place in the banking industry .E-
banking simply refers to the use of electronic channels like phone, 
mobile, internet etc for delivery of their services to their valuable 
customers. It increases the efficiency in the area of effective payment by 
enhancing the delivery of banking services in quick time. E-banking 
has helped banks to retain the current customers, increase customer's 
satisfaction, acquire further share in the markets and reduce the costs of 
delivering service to the customers. Delivery of services has gained 
increasing popularity through electronic platform. It provides 
alternative way for delivery of services in a faster way to the customers. 
Various number of services are being offered by banks through 
electronic banking. It is quite difficult to measure the extent of such 
services, but an effort has been made by classifying these services into 
following categories. 
2.4.1 Automated Teller Machines (ATM's) 
Automatic teller machines have transformed the concept of 
banking in India. It has eliminated the requirement of to stand in long 
queue and filling of forms for routine banking transaction. Now 
customers of banks can access their money with the scratch of a ATM 
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card. An automated teller machine (ATM) is an electronic computerised 
device that allows banks customers to directly use a secured method of 
communication to access their bank accounts. Entry of Automated teller 
machines (ATM's) has changed the office atmosphere of the branches of 
banks. There is no need for a customer to visit branches for their day to 
day banking transaction like cash deposits, cash withdrawals, balance 
enquiry, dropping cheque etc. Electronic channels have opened new 
avenues for banks. ATM's are electronic machines which are operated 
by customer himself to withdraw or deposit cash. 
If it takes ten seconds for an ATM transaction as compared to 
more than a minute for a counter transaction then it can be said that 
number of customer serviced in a day will be much more via ATM's. 
Flexible payment methods and user friendly banking services are now 
available for the customers. This has been possible due to introduction 
of information technology in banking industry. Internet banking , 
mobile banking, phone banking are the new development in banking 
industry and expected to result in more efficient banking system. 
However the pressure from private and foreign banks in India to public 
sector banks has posed a challenging environment. Latest advance 
banking technology brought up by private and foreign banks have great 
impact on Indian banking system. These alternative delivery channels 
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includes ATM's (Automated teller machines), phone banking, internet 
banking, mobile banking. Out of all these e-banking services, 
automated teller machines are most heavily demanded and fulfil most 
of the needs of the customers without visiting the bank. ATM delivers 
multiple services 24x7, which is major cause of making it a success in 
the history of banking industry. In fact, e-banking services became 
profitable and successful due to various services delivered through 
ATM's. The management of ATM's involves loading of cash, 
arrangement of money with bank service of car that delivers cash, 
providing insurance for all areas such as theft of cash from ATM's. 
ATM's helps customers in withdrawing cash at anytime, from anyplace. 
Along with these services, many more services are also provided by 
ATM's that includes checking their account balances, recharging pre-
paid mobile phone credit, transfer of money, making bill payments. 
The customer is identified at ATM by inserting a plastic 
ATM/Debit card with a magnetic stripe or a plastic smart card with a 
chip that has a unique card number issued to the customer and some 
security information such as an expiration date or C W C (CVV). 
Authentication is provided by the customer entering a personal 
identification number (PIN) for using any service at ATM's. The 
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number of ATM machines has grown from 34789 in March 2008 to 
114014 in March 2013(RBI working report, 2013). 
Facilities provided to the ATM customers 
1. Anytime, anywhere access to cash, withdrawal of cash is 
available 24x7. 
2. Transfer of money from one account to another account is 
possible with the help of ATM's. 
3. A customer with the help of ATM's can check his/her last 
transactions and current balance. In addition to these, a mini 
statement can also be generated with the help of ATM's. 
4. Change of personal identification number of ATM/debit card can 
be made with ATM's. 
5. Cheque book request can be made by the customers through 
ATM's. 
6. Fixed deposits can be done with the help of ATM's. 
7. Utility bills can be paid by the customers with the help of ATM's. 
8. Customers can pay their credit card bill with ATM's. 
9. Mobiles can be recharged via ATM's. 
10. To get the latest updates on mobile, customers can change their 
mobile number through ATM's. 
11. Check drop facility can also be used by customers at ATMs. 
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2.4.2 Telephone Banking/Tele Banking/Phone Banking 
Phone banking, tele banking or telephone banking are all the 
same. In phone banking, banking transaction is done over the 
telephone. Customers of banks can get information about their 
accounts, make banking transaction like fixed deposits, money transfer, 
demand draft, collection and payment of bills etc by using telephones. 
As more and more people are using mobile phones, telephone banking 
is also possible with the help of mobile phones . 
Telephone banking satisfies the customer with fast, anytime 
transaction and account information via telephone access. With a simple 
push of a button, customers can check a deposit, account information, 
transfer fund as well as perform number of other functions. Telephone 
banking system uses technology that keeps the cost of delivering the 
service very low. On the other hand, customers can do the banking 
work directly from their homes or from their office desk, without being 
stuck in traffic and without standing in queue for hours and without the 
need to visit a bank branch or automated teller machine. Telephone 
banking allows the customers to access their account 24 hours a day, 7 
days a week. They can dial in and get the current account information. 
For using telephone banking facilities, a customer must first register 
with the bank's branch for availing the service and a password is set for 
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customer verification. Password may or may not be same as in internet 
bankiiig. For using telephone banking, customer has to dial special 
phone number set up by the bank. Most telephone banking services use 
automated phone answering system with phone keypad response or 
voice recognition capability. 
Facilities provided to telephone/phone banking customers 
1. Customer can get the details of saving, current, fixed deposits 
civailable in their account balance. 
2. With phone banking facility, customers can get their cheque book 
and latest account statement delivered to them. 
3. Money transfer can be possible with the help of phone banking. 
4. Customers can request the bank to stop payment of a particular 
cheque by using phone banking service. 
5. Mobile banking request can be made with the help of phone 
banking. 
6. Customers can get the latest information about the interest rates 
prevailing along with the foreign exchange rates. 
7. Customer can use phone banking for blocking of Internet 
Banking User ID 
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8. Blocking of ATM/debit card credit cards can be done by phone 
banking. 
9. Phone banking can be used by the customers for issuing ATM 
card. 
10. TDS certificate can also be received by the customers via phone 
banking. 
2.4.3 Internet banking 
E-banking has been prevailing in India around sometime in the 
form of automated teller machine. Thereafter, it has been transformed 
by the internet and a new delivery channel has emerged that benefits 
both banks as well as customers. Internet banking or online banking, as 
it is sometimes called, simply is an extension to traditional banking, 
which uses internet both as a medium for receiving instructions from 
the customers and also delivering services to them. Internet banking, as 
a medium of delivering the banking services to customers and as a 
strategic tool for the development of banking business, has gained wide 
acceptability in all developed nations and is quickly spreading in 
developing nations like India with more and more banks entering the 
fray. 
Internet technology has totally transformed the design of bankinig 
business. The success of internet banking operation totally depends 
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upon the well designed website of the bank. It should be informative, 
functional, user-friendly and most importantly, secured. 
Internet Banking lets clients handle many banking 
transactions via their personal computer. For instance, one may use 
his/her computer/laptop/smart-phone to view his/her account 
balance, request transfer between accounts and pay bills electronically. 
Figure 2.2 
Website Quality Assessment Model 
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From the above diagram, it is clear that if the website is easily 
accessible by the customers, it enhances its quality. The speed of the 
website enables customers to make the transaction quickly. 
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Facilities provided to internet banking customers 
Various services under Internet Banking Account are as foUov^ s^: 
1. Customers can check the current balance in their account. 
2. All the past transactions from the date of opening the account can 
be checked by the customers. 
3. Money can be transferred to any bank account of that particular 
bank or any other bank. 
4. Transfer of Fund having visa/maestro, debit card holders or 
credit card holders 
5. Customers can recharge their prepaid mobile online anywhere, 
anytime in a few minutes. 
6. Mutual Fund schemes can be bought/sold online with the help of 
internet banking account. 
7. With the help of internet banking account, fixed deposits and 
recurring deposits can be applied for. 
8. Cheque book request can be made and, the same will be 
delivered on the said address. 
9. Customers can issue instruction to banks to stop payment of a 
particular cheque with the help of internet banking account. 
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10. Internet banking account provides customer one point access to 
all accounts securely. With this facility, customers can view all 
his/her account like credit card, Demat, loan account through 
single user ID. 
11. Request of ATM/Debit cards can be made with the help of 
internet banking account. 
12. Re-issue and up-gradation of ATM/Debit Cards can be made 
with the help of internet banking. 
13. Statement of bank account can be received on emails. 
14. Customer can make request for a Demand Draft with Internet 
banking account. 
15. Renewal of current fixed deposit and recurring deposit and 
request of its premature closure can be made. 
16. A customer can change password whether it is log in or 
transaction password. 
17. Demat account detail and transaction can be provided. 
18. A customer can view detail related to loan account, type of loan, 
date of sanction, date of maturity, rate of interest. 
19. Customer can get information about the rate of interest on 
deposit and loan scheme. 
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20. Payment of utility bills (electricity, telephone, house tax etc), bank 
credit, mobile bills, insurance premium. 
21. With internet banking account, customers can pay e-shopping 
bills 
22. Booking of railway and air ticket can be done with the help of 
Internet banking account. 
23. Share trading in security market can also be done. 
24. Customer can make online payment of service tax, income tax, 
house tax etc. 
25. Loans can be sanctioned online with help of internet banking 
account. 
26. Internet banking account allows the customers to send money 
anytime anywhere in India through money order. The fund will 
be delivered to the beneficiaries doorstep. 
27. All the donation of customers can be made from the convenience 
of your home or office with the help of internet banking account. 
28. Recharging of DTH connection from comfort of home or office, 
anytime, anywhere can be done. 
29. Customer can even buy gold and silver with the help of internet 
banking account. 
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30. Forex can be bought and delivered to the doorstep of the 
customer with the help of internet banking account. 
31. Document storage facilities are also provided by the banks to 
their customers via internet banking account to store birth or 
marriage certificate, passbook statement, life insurance policy, 
PAN card copy or any other prized document etc. 
32. Account opening request can be made online. One can apply for a 
new account only in branches where he/she already has an 
account. 
2.4.4 Mobile banking 
Mobile technology is well accepted and widely available at an 
affordable price. It is also suitable for banking and payment services 
and provides huge opportunity to extend financial services to each and 
every individual irrespective of the place where one is residing. Internet 
banking has helped the customers by accessing their account anytime, 
anywhere, at any place. Customers can check their account details, get 
their banks statement, perform many transaction in the comfort of their 
home or office. However, biggest limitation of internet banking is the 
requirement of personal computer/laptop/smart phone with an 
internet connection. Mobile banking reduces this very limitation of 
internet banking. As mobile banking, reduces the customers' 
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requirement to just having a mobile phone for using this service. Mobile 
phone usage has seen an explosive growth in India is the last decade. 
The main reason that mobile banking score over internet banking is that 
mobile banking enables anywhere, anytime banking. Customers do not 
need to have an access of internet connection to make a transaction 
from his account. Customers can use their account on the go while 
waiting at the bus stop, travelling, at home, at work place. Mobile 
Banking refers to provision and availability of banking and financial 
services with the help of mobile telecommunication devices. 
Barnes and Corbett (2004) suggest that recent innovations in 
telecommunications have enabled the launch of new access methods for 
banking services. One of these is mobile banking; whereby a customer 
interacts with a bank via a mobile device such as a mobile phone or 
personal digital assistant. Mobile banking concept is one of the biggest 
innovation along with ATM's in the field of banking sector. Mobile 
banking services can be used by either short message service (SMS) or 
through an application installed on the cell phones. 
RBI Guidelines for mobile banking 
Guidelines define mobile banking as, "doing any banking 
transaction by using mobile phones by the banks' customer that would 
include debit/credit of customers account". After the initial guidelines 
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set by Reserve Bank of India , several relaxation policies have also been 
made to encourage the use of mobile banking due to continuous 
change in the environment and priorities of banking customers. 
1. Any branch which offers mobile banking services should note 
that the mobile banking service should be available to customers 
on any network available. It should not be limited to few 
networks only. 
2. In the long run, each bank would enable transaction between two 
accounts in different banks, irrespective of the network. 
Regulatory and supervisory issue 
1. Only banks which are licensed, supervised and have physical 
presence in India are permitted to offer mobile banking services. 
2. Mobile banking service will only be issued to the customers who 
have debit/credit cards issued as per the Reserve Bank of India 
guidelines. 
3. Domestic services shall be provided i.e. only transaction of Indian 
rupee is permitted. 
4. For extending this facility to their customers, banks can also use 
the services of Business Correspondent appointed in compliance 
with RBI guidelines etc. 
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Various guidelines framed by Reserve Bank of India on different 
dates 
From time to time, Central Bank of India has framed many 
guidelines: 
October 8,2008 
Mobile banking transactions were defined as undertaking 
banking transactions using mobile phones by bank customers that 
involve credit/debit to their account. 
Some of the significant norms were as under: 
1. Technology and security standards were laid down. 
2. All transactions to be encrypted* irrespective of value limit 
3. Inter-operability was ensured. 
4. Customer complaints and grievance mechanism were laid down. 
5. Daily cap of Rs.5,000 per customer for funds transfer and 
RslO,000 per customer for transactions involving purchase of 
goods and services were prescribed. 
6. Banks to seek one-time prior approval of the Reserve Bank of 
India after obtaining their respective Board's approval. 
* Encryption is the conversion of data into a form, called a cipher text, that cannot be 
easily understood by unauthorized people. 
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7. Such services can also be offered through the BCst (Business 
Correspondents). 
December 24, 2009 
1. Raise in the daily cap transaction limits for funds transfer and for 
purchase of goods and services to Rs. 50,000 
2. Transactions upto Rs. 1,000 can be facilitated without end to end 
encryption of messages. 
3. Permitted to provide cash-outs to the recipients through ATMs or 
BCs subject to a cap of Rs. 5,000 per transaction and a maximum 
of Rs. 25,000 per month per customer. 
May 4,2011 
1. Transaction upto Rs 5,000 can be facilitated without end to end 
encryption of messages. 
December 22,2011 
1. Transaction cap limits for funds transfer and for purchase of 
goods and services of Rs.50,000 per customer per day removed. 
2. Banks may place their own limits based on their risk perception 
with the approval of their Board. 
t Business Correspondents are retail agents engaged by banks for providing banking 
services at locations other than a bank branch/ATM. 
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3. Ceiling on cash-outs to the recipients through ATMs or BCs 
raised to Rs.10,000 per transaction subject to the existing cap of 
Rs. 25,000 per month. 
Telecom Regulatory Authority of India (TRAI) has issued 
regulation for mobile banking in 2012, prescribing quality of service 
standards for mobile banking for ensuring the customer for faster and 
reliable communication through the mobile phones. Some of the 
important regulations are as under: 
1. Access service providers shall facilitate banks to use SMS, USSD 
and IVR to provide banking services. 
2. The response time for delivery of message for mobile banking 
services generated by the customer or the bank shall be within 
the prescribed time frame. 
3. If the SMS sent by the bank is not delivered to the customer due 
to network or handset related problems, an USSD communication 
to the customer confirming the completion of the transaction 
should be sent. 
4. Service providers have to maintain complete and accurate record 
of transactions, using mobile banking services through mobile 
phones. 
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Facilities provided to Mobile banking customers 
1. Information about the updated account balance without using 
internet or phone banking can be gathered with the help of 
mobile banking that includes balance enquiry and mini 
statement. 
2. Fund transfer can be made possible with the help of mobile 
banking. 
3. Customer can request a cheque book with the help of mobile 
banking. 
4. Mobile banking provides the facility of demat inquiry to the 
customers. 
5. Making payment of all bills (utility bills, credit cards, insurance 
premium). 
6. Customers can donate money via mobile banking account. 
7. Mobile/DTH recharges can be done with the help of mobile 
banking account. 
8. Online payments for shopping, movie etc can be done too. 
2.5 E-banking issues 
The dependence on information technology is such that the 
banking business cannot be thought of in isolation without it. Such has 
been the spread of information technology footprints across the Indian 
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commercial banking sector. Developments in IT have also brought 
along a whole set of challenges to deal with. The development of e-
banking will not proceed without conflict, as those who are likely to be 
worse off under this scenario will try to slow down the process and 
delay the introduction of the distribution channels (Mols, 1999). 
Reserve Bank of India defines fraud in the Report of RBI Working 
Group on Information Security, Electronic Banking, Technology Risk 
Management and Cyber Frauds which reads as under: 
"A deliberate act of omission or commission by any person, carried out 
in tJie course of a banking transaction or in tlte books of accounts maintained 
manually or under computer system in banks, resulting into wrongful gain to 
any person for a temporary period or otherwise, with or without any monetary 
loss to the bank." 
2.5.1 Mindset of employees 
Information technology revolution changes are creating 
challenges for banks and employees have to adapt to changing 
conditions. The employees resist to change and the seller market 
mindset is yet to be born . These problems, in addition to fear of 
uncertainty and control orientation is adding more problems for the 
banks. In addition to that, banking industry is adopting the latest 
technology but its utilisation is far below satisfactory level. 
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2.5.2 Language and literacy barrier 
Unfamiliar language and illiteracy could be barriers in using e-
banking service. Currently, all the websites of banks providing internet 
banking service are mostly in English language. It is difficult to be 
operated by those individuals w h^o are residing in rural areas, especially 
those who do not know English language. 
2.5.3 Fraud by human resource of the bank 
Apart from fraud from outside, banks are also exposed to risk 
from their respective employees. Various employees of the banks are 
familiar with different systems and their loopholes and their 
weaknesses. Thus they become possible threat to valuable customers 
and bank also. Some employees can manage to acquire the private and 
confidential data of customers to access their accounts causing losses to 
customers as well as to the bank. 
2.5.4 Skimming 
Skim the information off the cards is another method of accessing 
customers private information. It is a most commonly used method to 
obtain illegally any consumer's card information. Skimmers are 
electronic device that is used by the criminals to capture the data stored 
on the magnetic strip of the ATM card. 
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2.5.5 Cyber squatting 
Cyber squatting is the act of registering a famous domain name 
and then selling it for a fortune. Cyber Squatters register domain names 
identical to popular service providers' domains so as to attract their 
users and benefit from it. This is an issue that has not been covered in 
the IT Act, 2000. 
2.5.5 Phishing 
Phishing is just one of the many frauds on the Internet, trying to 
fool people into parting with their money. Phishing refers to the receipt 
of unsolicited emails by customers of financial institutions, requesting 
them to enter their username, password or other personal information 
to access their account for some reason. Customers are directed to a 
lookalike replica of the original institution's website. They click on the 
links to enter their information and remain unaware that fraud has 
occurred. The fraudster then can access the customer's online bank 
account and to the funds contained in that account. 
2.5.6 SMS spoofing 
It is a relatively new technology which uses the short message 
service (SMS), available on most mobile phones and personal digital 
assistants, to set who the message appears to come from by replacing 
the originating mobile number (Sender ID) with alphanumeric text. 
76 
'E-Ban^ng in IruGa -An Overview 
Spoofing has both legitimate uses (setting the company name from 
which the message is being sent, setting your own mobile number or a 
product name) and illegitimate uses (such as impersonating arL0th€r.,. ^ 
c'"' , ' . ' • ' ' ' . - - . - • . ' ' , 
person, company, or product). .'" -'^•Xf 0^0^ ^ 
ISn Money laundering risk 
" " w ; : , ^ • • • • • ' • ' -
Since internet banking can be done remotely, banks may find i t ' 
difficult to apply traditional methods for preventing and detecting 
undesirable criminal activities like money laundering. Application of 
money laundering rules may not be adequate for some forms of e~ 
payments. 
2.5.8 International boundary risk 
Internet banking is totally based on information technology. So it 
can be operated from any place in any country. Since it is difficult to 
check the application for a loan from a customer abroad as compared to 
familiar customer base. Acceptance of foreign currencies in payment of 
electronic money may be subject to market risk due to ups and down in 
forex rates. 
2.5.9 Cyber fraud 
Banks are asking their customers to adopt newer service delivery 
electronic platforms like mobile, internet, ATM's for delivering service 
efficiently and further it helps in cost cutting. While the customers are 
77 
'E-6an%ig in India -An Overview 
becoming more tech-savvy and had started using electronic channels, 
the fraudsters are using newer ways of doing frauds by exploiting the 
loopholes in information technology systems and processes. There have 
been many frauds of low value where the fraudster has used software 
programs, malware attacks, phishing, emailing and through SMS etc. 
2.5.10 Holes 
Hole is any defect in hardware, software or privacy policy that 
allows hackers to have unauthorised access to personal computers/ 
laptops/smart phones. The network tools that can be affected by holes 
are routers, server software, operating system, firewalls and client. 
Table 2.1 
Bank Group Wise Technology Related Frauds 
(Number of cases in absolute terms and amount involved in Rs. Crore) 
Bank group 
Nationalised 
Banks 
including 
SBI 
Private 
Sector 
Banks 
Foreign 
Banks 
Grand Total 
2009-10 
No. 
Of 
Cases 
118 
14396 
5273 
19787 
Amount 
involved 
1.82 
34.68 
26.88 
63.38 
201 
No. 
Of 
Cases 
143 
9642 
4486 
14271 
LO-11 
Amount 
involved 
3.39 
21.87 
14.77 
40.03 
2011-12 
No. 
Of 
Cases 
172 
6561 
3315 
10048 
Amount 
involved 
7.26 
16.6 
14.60 
38.46 
2012-13 
No. 
Of 
Cases 
190 
3414 
5161 
8765 
Amount 
involved 
9.85 
35.06 
22.45 
67.36 
Source: RBI Working Report, 2013. 
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Dominance of private and foreign banks in number of 
technological related frauds is expected as they lead the technologically 
enabled service delivery in Indian banking sector. It is evident from the 
above table that though cyber fraud incidents are extremely high but 
the actual amount involved is generally very low ( RBI Working Report, 
2013) . Even though the amount involved may be low for banks but 
these are significant from the point of view of customers who are 
victims of such frauds. It is therefore in banks' own interest to ensure 
that they are on guard and are ready for the challenges of providing a 
secure atmosphere for customers to conduct electronic transaction. 
Around 65% of the total fraud cases reported by the banks were 
information technology related frauds that were reported (covering 
frauds committed via internet banking channel. Automatic Teller 
Machines and other alternate payment channels like credit/ 
debit/prepaid cards and mobile banking frauds ) stated in RBI Working 
Committee Report 2013. 
2.6 Strategic options to cope with the challenges 
For making e-banking services a successful arsenal to cope with 
changing environment, banks need to take certain measure to overcome 
the loopholes in securely delivering services electronically. The major 
initiatives are: 
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1. The primary focus of banks should be on ensuring rehable service 
delivery through investing on and implementing right 
technology. 
2. Banks should improve the system security in ATM location and 
at the same time, they must educate their customers about using 
their cards with due caution and about the risks involved while 
transacting through cards. 
3. Information Technology is expected to be the main facilitator of 
change in the banking industry. Implementation of technology 
related solutions involves huge investment. Banks need to look 
for ways to optimize resources for technology applications. In 
this regard, global partnership on information technology and 
skills sharing may help. 
4. Banks using internet as a medium for financial transaction must 
have proper information technology equipments and systems in 
place to build a secured environment for every transaction. 
5. Investment in outdated technology could land the bank in 
revenue loss. A defenceless system and inefficient service is also 
risk of loss of business. Banks should always be armed with latest 
technology to tackle the attacks. Acceptance of e-banking 
depends on factors like convenience, experience, safety and 
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security. Despite many steps taken up by banks, news regarding 
cyber frauds are frequently in the air. Banks need to keep ahead 
of the fraudster by investing and adopting latest technology. 
6. For reducing risks, banks need to conduct a pilot survey, consult 
experts of various fields and then monitor performance. Further 
they need to analyse the availability of additional resources cind 
cost of delivering the service, periodic evaluation of new 
technology and appropriate consideration for the cost of 
upgradation of information technology equipments. 
7. Banks should make explicit security plan for information security 
equipments. Separate officer/group should be made to deal with 
information systems security. Information technology division 
should directly deal with computer systems. 
8. Banks should use proxy server type firewall so that there is no 
direct connection between internet and banks system. This will 
facilitate a high level of control and in-depth monitoring using 
logging and auditing tools. 
9. Banks should regularly keep back-up of their data. There should 
be periodic check on the back up data to ensure the recovery 
without loss of transaction. 
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10. Banks should organise meetings with the customers to educate 
them regarding the use of e-banking services securely. 
11. Many times it is observed that the server goes down very 
frequently and customer has to wait till the network is resettled. 
This takes much more time for a delivering a service as compared 
to traditional banking. Banks should have strong infrastructure to 
manage such kind of issues. 
12. Banks should regularly train their available human resource to 
tackle the queries of e-banking customers. 
13. Unauthorised online transaction, ATM transactions not done by 
customers, fraud involving cloned cards can not be said as valid 
transaction. Instead of putting pressure on customers, banks 
should prove that this transaction is done by the customer. 
14. Customer should sync their mobile numbers with their bank 
accounts to receive any information about the transaction taken 
place in their account. 
15. Procedure for blocking of cards/internet banking/mobile 
banking service should be simple and quick. 
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2.7 Conclusion 
E-banking is delivery of banking services through electronic 
channels. ATM's, internet banking, mobile banking, phone banking are 
all such e-banking services. All the commercial banks these days are 
delivering these services to their valuable customers. In the next 
chapter, history of SBl is given, transformation of SBI from 1955 to 2013 
is discussed. Various e-banking services/products of SBI have been 
brought to light. 
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CHAPTER 3 
STATE BANK OF INDIA AND INFORMATION 
TECHNOLOGY: AN INTERFACE 
3.1 Introduction 
In the previous chapter, e-banking in India was discussed in 
detail. Various e-banking products available in India, meaning and 
concept of e-banking was explained, advantages of e-banking was 
discussed, advantages to customers and to the bank were highlighted. 
Various e-banking services available in India and various facilities 
enjoyed by the customer by using these services was also discussed. In 
the end of chapter, various issues in e-banking was discussed along 
with the strategic measures that are needed. The present chapter to 
presents a detailed discussion about the history of one of oldest banks 
in India i.e. State Bank of India. Transformation of SBI from 1955 to till 
date will be discussed. Along with that, core banking solution and how 
it's implementation in SBI has been talked about. 
3.2 State Bank of India (SBI): History 
Roots of State Bank of India can be found from the first decade of 
19* century with the establishment of Bank of Calcutta in Calcutta on 
June 2"*^ , 1806. Three years later, this bank was renamed as Bank of 
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Bengal on January 2" ,^ 1809. British India established this bank as their 
first ever joint stock bank under the sponsorship of Government of 
Bengal. Subsequently Bank of Bombay and Bank of Madras were also 
established on July !«* ,1840 and July !«* ,1843 followed by Bank of 
Bengal. Modern banking scenario in India was dominated by these 
three banks until they were later merged to form the Imperial Banlc of 
India on January 17,1921. The Presidency Banks Act, which came into 
operation on May 1^ *, 1876, brought the three presidency banks under a 
common statute and the banks involved themselves in the financing of 
practically every trading, manufacturing and mining activity in the sub-
continent.. These three banks have the exclusive right to issue paper 
currency notes till the Paper Currency Act was passed in 1861. This 
right was abolished as Government of India got the sole power of 
issuing currency from March !«*, 1862. 
The Presidency Banks of Bengal, Bombay and Madras with their 
70 branches were merged on 27'^  January, 1921 to form the Imperial 
Bank of India (Gupta R.P, 1994). The main purpose of Imperial bank is 
to do commercial banking, bankers' to banks, and banker to the 
government. But this creation was preceded by years of deliberations 
on the need for a 'State Bank of India'. What eventually emerged was a 
'half-way house' combining the functions of a commercial bank and a 
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quasi-centxal bank (www.sbi.co.in , 2012). The birth of Reserve Bank of 
India in 1935 as the central bank to the government reduced the central 
role of Imperial Bank. The birth of Reserve Bank simultaneously saw 
important amendments being made to the constitution of Imperial 
Bank, converting it into a purely commercial bank. When India attained 
freedom, Imperial Bank had a capital base (including reserves) of 
Rs.ll.(S5 crores, deposits and advances of Rs.275.14 crores and Rs.72.94 
crores respectively and a network of 172 branches and more than 200 
sub offices extending all over the country (www.sbi.co.in, 2012). 
The launch of first five year plan was an important turning point 
emerged for State Bank of India with primary focus on development of 
rural sector. Till the first five year plan, the commercial banks of the 
country, including the Imperial Bank of India, restricted their products 
and services to the urban sector. Therefore, in order to reduce this 
limitation and serve the economy as a whole and rural sector in 
particular, the All India Rural Credit Survey Committee recommended 
the formation of a state-partnered and state-sponsored bank by taking 
over the Imperial Bank of India, and incorporated with it, the former 
state-owned or state-associate banks (www.statebankofindia.com , 
2012). 
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In May 1955, an act was passed and on ]uly 1^*, 1955 State Bank 
of India was created. More than 25% of the available resources by the 
Indian banking system was directly controlled by this newly 
established bank namely State bank of India. Later in 1959, State Bank 
of India (subsidiary bank) act was passed, which enables this bank to 
take over eight former state associated banks as its subsidiaries. Later 
these subsidiaries were named as State Bank of India associate banks. 
Thus, it can be said that State Bank of India was born with a special 
purpose assisted by 480 offices that includes branches, sub-offices and 
three local offices that were inherited by Imperial Bank. This bank caters 
to the needs of customers by banking purposefully instead of restricting 
the service to mere repositories of the community's saving and lending 
to the creditworthy parties. The seven banking subsidiaries before 
merger and absorption are: 
1. State Bank of Bikaner and Jaipur (SBBJ) 
2. State Bank of Hyderabad (SBH) 
3. State Bank of Indore (SBIR) 
4. State Bank of Mysore (SBM) 
State Bank of Patiala (SBP) 
6. State Bank of Saurashtra (SBS) 
7. State Bank of Travancore (SBT) 
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In 2008/ State Bank of Saurashtra was merged with State Bank of 
India. Then in 2009, State Bank of India's board approved the 
absorption of State Bank of Indore (www.Wikipedia.org , 2012), 
reducing the number of associates to only five. State Bank of India at 
present has following five Associate Banks . 
1. State Bank of Bikaner and Jaipur (SBBJ) with State Bank holding 
of 75.07%. 
2. State Bank of Hyderabad (SBH) with State Bank holding of 100%. 
3. State Bank of Mysore (SBM) with State Bank holding of 92.33 %. 
4. State Bank of Patiala (SBP) with State Bank holding of 100 %. 
5. State Bank of Travancore (SBT) with State Bank holding of 
75.01%. 
SBI, a bank with 60% government stake, was India's largest 
commercial bank and the 43rd largest bank in the world with a market 
capitalization of over $36.5 billion in 2011(Lal, R. and Tahilyani ,R. 
2011). 
3.3 State Bank of India: Transformation From 1955 to 2013 
Some of the important events that took place in the history of 
State Bank of India: 
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On September 1955, State Bank of India (Subsidiary Bank) act was 
passed and in October 1955, State Bank of Hyderabad became the first 
subsidiary of State Bank of India. In 1960, State Bank of Jaipur, State 
Bank of Bikaner, State Bank of Indore , State Bank of Travancore, State 
Bank of Mysore, State Bank of Patiala and State Bank of Saurashtra 
became subsidiaries to State Bank of India. In October 1963, a branch of 
SBI in London city became banker to Indian High Commission. Earlier, 
this was done by the office of Reserve Bank of India. 
Bank of Behar Ltd. was merged with State Bank of India in 
November 1969.To meet the needs of corporate sector, a merchant 
banking division was set up in the central office in the year 1972. 
During the year 1977, State Bank of India introduced the 
perennial Pension Plan Scheme through which customers can claim 
monthly pensions with certain conditions. Further, in order to meet the 
social and cultural needs of villages, the State Bank of India launched an 
integrated rural development programme aimed at housing and social 
activities apart from credit needs of agriculturist and agricultural needs 
and village industries. The Non-Resident Investment Cell was setup in 
the year 1982, which streamlined the working operations of the non-
resident investment sections at important centres. In the year 1983, State 
Bank of India took the initiative of providing self-employmient 
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opportunities for the educated unemployed youths. These youths were 
encouraged to undertake self-employment ventures in industries, 
service and business. 
The Bank of Cochin Ltd. with 108 branches was merged with 
State Bank of India in the year 1985. In addition to that, a data bank was 
seUip of sick units available to be taken over by healthy units. In the 
same year, all the share of Imperial Bank of India was vested in Reserve 
Bank of India. State Bank of India was registered with an authorised 
capital of Rupees 20 Crores. Every person who owned the share of 
Imperial Bank of India on June 30* , 1955 was paid by Reserve Bank of 
India. 
State Bank of India in the year 1987, had sponsored 30 Regional 
Rural Banks that covered backwards and unbanked district in the 
country. During the year 1988, State Bank of India initiated UPTECH, 
an Industrial Technology Group to direct and guide programs that 
aimed at facilitating up-gradation in technology. Further, three pilot 
programs schemes were launched to develop entrepreneurship among 
women under the name "Stree Shakti" in the district of Chennai, 
Calcutta and Hyderabad. On 20* September, bank inaugurated 
"SBINET", an integrated communication project that aimed at 
improving customer service, operation efficiency and administrative 
State (Ban^of India and Information Tecfmolbgy: J?n Interface 
convenience. With this network bank can handle voice, fax data and 
manages through the trunk routes and exchanges in important centres. 
In the same year, the bank sponsored 30 Regional Rural Banks (RRB's) 
covering 66 divisions in the country. In addition to that, 76 branches 
were opened that raised the total tally of branches to 2306. 
In the year 1990, State Bank of India introduced agricultural 
credit cards known as SBI Green Card to give farmers more liquidity 
and flexibility in procuring agricultural inputs. This pilot scheme was 
introduced in 125 intensive centre branches. During the year 1992, bank 
sponsored 30 RRB's with a network of 3189 offices that covers 102 
backward and unbanked districts of the country. Moreover, during the 
same period NRI branches were opened that were equipped with latest 
technology at Mumbai and Delhi to cater to the special needs of NRI 
residents. Representative office at Tashkent as part of its overseas 
expansion was established in 1993. 
In 1997, State Bank of India became the first public sector bank to 
introduce optical disc facilities for data storage. During the year 1998, 
on January 27, bank started its foray into the payment cards business in 
a joint venture agreement with General Electrical Capital Corporation ( 
GE Capital) . During the same year, State Bank of India signed an 
agreement with Visa International for cards in the country. State Bank 
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of India tied up with its associates to market its cards. SBI tied up with 
State Bank of Patiala and State Bank of Mysore to help market its credit 
cards in the year 1999. Value added services were also introduced by 
SBI to its customers like credit cards can be used at ATM's as an ATM 
card. During the year 2000, State Bank of India Bank had focused upon 
the expansion of ATM network in the twin cities of Hyderabad and 
Secunderabad. Further, the bank cleared the setting up of separate 
subsidiary for information technology. SBI tied up with State Bank of 
Mysore to launch co-branded credit cards to expand its card holder 
base. In the same year, SBI launched an international credit card only 
for doctors, first of its kind in the country. During the year 2001, State 
Bank of India expanded its network of ATM's in North East , in 
Bangalore and in Mumbai . In addition to that, HCL Com Net was 
assigned the task to provide it ATM teller inter-connectivity during the 
same year. On July 3, SBI launched SBI International Card and SBI 
Global Card for global travellers. These cards would be accepted at over 
20 million Visa outlets all over the world and one lakh outlets in the 
country. Huge investment of Rupees 800 crores was invested in 
technology up-gradation program and appointed KPMG, a consultant 
in computer technology, to provide inter-connectivity to computerised 
branches and also to the ATM's all over the country, enabling its 
customers to indulge in any kind of transaction from anywhere. During 
96 
state <San^ofIruGa and Information Technology: An Interface 
the year 2002, State Bank of India introduced the up-gradation plan 
with KPMG help. Two new credit card schemes were launched namely 
SBI Advantage Card to banks fixed deposits customers and SBI 
International Cards for its home loan customers. In a big step, moving 
towards becoming a market leader. State Bank of India introduced a 
new card, SBI cash plus its Maestro Debit card. This card allows its 
custoniers to access their account from ATM's and merchant 
establishment. Two new cards were launched by SBI namely SBI 
Bangalore Card and Hyderabad Card. For providing network solutions, 
MRO-TEK had secured orders from SBI to connect more than 800 
branches all over the country. State Bank of India tied up with two 
private banks for sharing ATM networks namely ICICI bank and HDFC 
bank. In 2004, SBI initiated a concept of drive-in ATM in Hyderabad 
city. ATM sharing agreements with UTI and Andhra bank was agreed 
upon by SBI. A new prepaid card was introduced by SBI namely, 
Vishwa Yatra foreign travel card, which offers the traveller a convenient 
and secure way to carry cash. During the same, year SBI launched fully 
computerised branch at Karunagappally in Kollam district. First mobile 
ATM for increasing banking convenience of its customers was launched 
. A new scheme specially for credit card users was launched namely 
'Instant card' which customers can use within few hours of filling their 
application form. 
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In year 2005, SBI and all its 8 subsidiaries have entered into 
agreement with Bharat Petroleum Corporation Ltd (BPCL) for 
enhancing the usage of card at fuel stations. During the same year, SBI 
enters into agreement with Punjab National Bank (PNB) and 
Corporation Bank for ATM sharing. In the year 2007, number of debit 
card users of State Bank of India crossed over 70 million comprising of 
SBI Cash Plus, SBI Gold Debit and SBI Yuva Card. SBI added the 
concept of chip and PIN- based with Platinum Debit card. SBI also 
entered into pact with Unique Identification Authority of India (UIDAI) 
during the same year. It became the first bank to take up registration 
work for UIDAI project. During the year 2012, State Bank of India 
launched virtual debit card to check online fraud and to promote more 
and more e-commerce transactions. 
3.4 Core Banking Solution in State Bank of India 
Core Banking Solutions is a new term that is frequently heard in 
banking industry. The evolution of technology especially internet and 
information technology has led to new way of doing day to day 
business in banking sector. Information Technology has cut down the 
cost and time by working simultaneously on various issues thereby 
increasing efficiency. 
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Information and communication technology and information 
technology are merged to suit the various needs of banking sector. This 
amalgamation is known as Core Banking Solutions. A computer 
software is developed to perform the daily routine work of banking like 
recording of transactions, passbook maintenance, interest calculations 
on loans and deposits, customer records, balance of payments and 
withdrawal. Core banking solutions (CBS) software is installed at 
different branch offices of the banks and then interconnected by 
telephones, satellite, internet etc. CBS gives the freedom to the customer 
by allowing them to operate their account from any branch if the branch 
is connected via CBS. This has changed the way of working in banking 
indusfary. CBS is networking of branches, which enables the bank and 
customers to operate the account regardless of where the customer 
operates the account from. After the emergence of CBS, a customer is no 
more a customer of a branch. He is the customer of bank. Thus CBS is a 
step towards enhancing customer convenience through Anywhere and 
Anytime Banking. 
3.4 .1 The application areas of Core Banking Solutions (CBS) 
Computer software is developed to perform day to day operation 
of banks like: 
1. Balance of payments and withdrawal 
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2. Recording of transactions 
3. Passbook maintenance 
4. Interest calculations on loans and deposits 
5. Customer records 
6. ATM's 
7. Internet Banking 
8. Mobile banking 
3.4 .2 State Bank of India's Core Banking Solutions' success story 
Lack of reliable source of communication and lack of 
infrastructure facilities like power (specially in villages and small 
towns) had put many obstacles in implementation of computerisation 
of banks in India in 1970's and 1980's (Hunt, R. 2009).During 1990's, 
when liberalisation and privatisation had taken place, the Indian 
economy had seen an era of rapid growth as countries' competitive 
labor costs and telecommunication technology allowed India to offer 
commercial services at international level. The private players in 
banking industry were implementing modern centralised core banking 
systems that allowed them to introduce more advanced products that 
provided more convenience to customers. As a result, these banking 
players attracted more customers at the expense of public sector banks. 
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State Bank of India is the largest and oldest bank in India. 
Computerisation of its branches started in 1990's but the bank was still 
losing its market share to private and new banking players a since those 
banks had implemented more modern centralised core processing 
systems. Although the computerisation improved the accuracy and 
efficiency of the branches, the local implementation restricted 
customers' use to their local branches and inhibited the introduction of 
new banking products and centralisation of operations functions. With 
new innovative products, efficiency of competitors became more and 
more evident in the late 1990's as State Bank of India lost its existing 
customers along with the new customers. Not only this but the tech-
savvy customers viewed public sector banks as technology laggards 
that could not even meet their new banking needs. 
The implementation of new technology helped the bank to 
achieve strong profit gains into the early years of the new century. State 
Bank of India also adopted new human resource and retirement policies 
which helped in reducing the human resource by some 20,000, almost 
entirely through voluntary retirement in a country where joblessness 
remained a decided problem. To remain competitive with the private 
sector and new entrant counterparts, in 2002, SBI began the largest 
implementation of a centralized core system ever undertaken in 
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banking industry. SBI and its seven associates in 2002 needed to have 
the same technology that their counterparts were using, which meant 
moving the bank from the existing platform of doing routine work to a 
new platform altogether. This required training for human resource, 
change in their hardware and software, data cleansing etc (Choudhry,Y. 
2010). State Bank of India's management recommended the strategy for 
a new information technology environment that includes the 
installation of new centralised core banking solution. 
The main objectives of modernising core banking system are as 
follows: 
1. Delivery of new product for all customers, including 
customers in villages. 
2. Similar processes across the bank to realize operational 
efficiencies and improve customer service. 
3. Provision of a single customer view of all accounts. 
4. To merge the affiliate banks to State Bank of India. 
5. Support for all SBI existing products. 
6. Reduce the delivery of time for delivering a service to 
customer. 
7. Reversal of customer attrition trend. 
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3.4 .3 Benefits of Core banking Systems 
The new core system has resulted in benefits throughout the bank 
for both the customers and the employees of SBI. For example, the new 
core banking system allowed the bank to redesign processes. It 
established 400 regional processing centres for all metro and urban 
branches that assumed functions previously performed in the 
individual branches. The bank recently reported that business per 
employee increased by 250% over the last five years (Hunt, R. 2009). 
1. To meet the intense competition and changing market 
dynamics in an over banked environment. 
2. To meet the regulations and compliance requirements like 
Information Technology infrastructure. 
3. To meet the demands of customers who are better 
informed, more demanding and less loyal than ever. 
4. To enhance efficiency and effectiveness. 
5. Increasing customer satisfaction and convenience 
6. Freeing up time for branch staff to focus on sales and 
marketing 
7. Simplifying process for employees. 
8. Enhancing bank's competitiveness in the market 
9. Improved process efficiency 
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3.4 .4Challenges faced by State Bank of India in implementing CBS 
The implementation of core banking solution was a huge task for 
information technology department of SBI. It was critical to understcind 
the size and complexity of the CBS project in order to make it 
successful. Moreover, State bank of India had more than 200000 
employees. Many of them had very little or no knowledge about 
information technology equipments. The challenge was to find a core 
system that can process around 75 million accounts daily, a number 
greater than any bank in the world. Lack of experience in centralised 
system was also an issue. Another important challenge was meeting 
with the unique product requirements of the bank to make extensive 
modification to a new core banking solution. Product included gold 
deposits , saving accounts with overdraft and an extra ordinary number 
of passbook. 
CBS has allowed the State Bank of India to centralise the 
computer operation functions, offer new banking products to all 
citizens, attract more and more customers and to consolidate its affiliate 
banks. Furthermore, bank can now expand its range of product and 
service offerings and improve customer service. 
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3.5 Organizational Structure of State Bank of India 
The Bank's management and organizational structure is 
sufficiently decentralized allowing senior managers' decision making 
responsibility to continuously improve. 
The Central Board of Directors consist of: 
1. Chairman at the top of the management. 
2. Four managing directors. 
3. After the managing directors, there are eleven directors. 
Four directors are elected under Section 19 (c) of SBI Act, one Director 
under Section 19(ca) of SBI Act, one director under Section 19(cb) of SBI 
Act, three directors under Section 19(d) of SBI Act, one Director under 
Section 19(e) of SBI Act, one Director under Section 19(f) of SBI Act (SBI 
Annual report, 2012-13). 
3.6 Product and Services by State Bank of India 
Various personal banking products offered to the customers by 
State Bank of India are: 
1. State Bank of India Term Deposits 
2. SBI Loan For Pensioners 
3. State Bank of India Recurring Deposits 
4. Loan Against Mortgage Of Property 
105 
StaU (Ban^ofIndia and Information tecknoCogy: Jin Interface 
5. State Bank of India Housing Loan 
6. Loan Against Shares and Debentures 
7. State Bank of India Car Loan 
8. Rent Plus Scheme 
9. State Bank of India Educational Loan 
10. Medi-Plus Scheme 
3.6.1 Other Services by State bank of India: 
1. Agriculture/Rural Banking 
2. NRI Services 
3. ATM Services 
4. Demat Services 
5. Corporate Banking 
6. Internet Banking 
7. Mobile Banking 
8. International Banking 
9. Safe Deposit Locker 
10. RBIEFT 
11. E-Pay 
12. E-Rail 
13. SBI Vishwa Yatra Foreign Travel Card 
14. Broking Services 
15. Gift Cheques 
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3.7 Real Time Gross Settlement (RTGS) and National Electronic 
Fund Transfer System (NEFT) 
'RTGS' stands for Real Time Gross Settlement, which can be 
defined as the continuous (real-time) settlement of funds transfers 
individually on an order by order basis (without netting). Real time 
means fund received at time of processing the instruction instead of 
receiving the fund at some later time. 'Gross Settlement' means the 
settlement of funds transfer instructions occurs individually (on an 
instruction by instruction basis). Considering that the funds settlement 
takes place in the books of the Reserve Bank of India, the payments are 
final and irrevocable (www.rbi.org.in. 2012).RTGS and National 
Electronic Fund Transfer system (NEFT) allow individuals, companies 
and firms to transfer funds from one bank to another. These facilities 
can only be used for transferring money within the country. NEFT 
operates on a Deferred Net Settlement (DNS) basis and settles 
transactions in batches. The settlement takes place with all transactions 
received till a particular cut-off time. In RTGS, transactions are 
processed continuously, all through the business hours (www.rbi.org.in 
, 2012). State Bank of India offers Real Time Gross Settlement System 
(RTGS) and National Electronic Fund Transfer system (NEFT) which 
enables the customer an efficient, secure, economical and reliable 
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system of transfer of funds from one bank to another bank as well as 
from remitter's account in a particular bank to the beneficiary's account 
in another bank all over India . 
3.7.1. Real Time Gross System (RTGS) 
Real Time Gross System is an electronic payment system in which 
payment instructions between banks are processed and settled 
individually and continuously on a real time basis, throughout the day. 
Customer can transact more than the value of Rs.200000 and above 
(www.sbi.co.in .2012). 
3.7.2. National Electronic Fund Transfer system (NEFT) 
National Electronic Fund transfer System is another electronic 
payment system in which payment instructions between banks are 
processed and settled on Deferred Net Settlement (DNS) basis at fixed 
times during the day. There is no minimum or maximum defined fund 
limit for transacting value for using this facility (www.sbi.co.in .2012). 
3.7.3 Important Information Required for Transfer of Funds via RTGS 
and NEFT 
1. Amount to be remitted from one bank to another . 
2. Account number of the recipient, to whom amount is to be 
debited. 
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3. Name of the beneficiary bank. 
4. Name of the beneficiary customer. 
5. Account number of the beneficiary customer. 
6. Sender to receiver information, if any. 
7. Indian financial system code (IFSC) of the receiving branch. 
(IFSC is printed on cheque leaves.) 
These facilities are available at all State bank of India Core 
Banking branches. 
3.8 SBFs Credit Card 
State Bank of India is offering its customers various credit cards. 
By using these credit cards, customers of SBI can enjoy cashless 
transaction. Some of them are discussed below: 
3.8.1 SBI Gold Card 
By using SBI gold card, customer can enjoy shopping in over 24 
million outlets across the globe that includes 325000 outlets in India . 
User can use this card at any Visa/MasterCard sign outlet. This card 
offers flexibility of payment to the customer. Furthermore, customers 
can use this card at any ATM bearing the logo Visa/MasterCard and 
online travel tickets can also be booked. SBI Gold card is useful for 
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payments of various bills, taxes, fees and a lot more. Draft can be 
ordered and utility bills can be paid. 
3.8.2 SBI Advantage Plus Card 
Post Card issuance, this card provides encash facility and 
transfer the fund to SBI to facilitate the opening of Fixed Deposit (FD) 
account at the customer's name at SBI. Apart from these features this 
card entitles the user to enjoy all the benefits enjoyed in SBI Gold 
Card. This card is useful for payments of various bills, taxes, fees and 
a lot more. Draft can be ordered and utility bills can be paid. 
3.8.3 SBI Platinum Card 
Apart from the regular benefits of SBI Gold Card and SBI 
Advantage card , this card provides the benefit of 2.5 % fuel surcharge 
waiver (exclusive of GST, wherever applicable, and all other charges). 
In addition to that, the card user earns 5x cash points on dining, 
departmental store and international spending. 
3.9 SBI's Debit Card 
Customers can enjoy the cashless shopping with State Bank of 
India's Debit card. Customers can get access to their accounts whenever 
and wherever they want. They use this card to purchase goods from 
merchants, for making payments online and for withdrawing cash. 
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Customers can shop from over 500000 merchant outlets in India. 
This d(?bit card can be used for booking movie tickets, bill payments , 
travel and other online payments over internet using 'Master secure 
code/Verified by Visa'. This card can be used for withdrawing cash 
from State Bank Group ATMs or other ATMs in India. In addition to 
that, customers can get instant alerts for all cash transaction/purchase 
transaction/online transaction made by debit card via SMS. Daily cash 
withdrawal limit is Rs. 40000 and for online payment limit is Rs.50000. 
3.9.1 State Bank Silver International Debit Card 
Customers can use State Bank Silver International Debit Card to 
access their account whenever and wherever they want. Customers can 
use it to purchase goods at merchant establishments, for making 
payment online and withdraw cash in India as well as across the globe 
without any geographical boundary limitation. This can be used at over 
500000 merchants in India and over 30 million merchants worldwide. 
Further this card can be used for booking movie tickets, making bill 
payments, travel and other online purchases and for making payments 
over the internet using secure 'Master Secure Code/Verified by Visa'. 
This international debit card can be used for withdrawing cash from 
any ATM in India and from any ATM abroad(with MasterCard/ 
Maestro/Visa logo). Daily maximum limit for withdrawing cash is 
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Rs.40000 in India and 1000$ abroad. For daily online payment, 
maximum transaction limit is 75000 rupees in India and 1500 US$ 
abroad. 
3.9.2 State Bank Gold International Debit Card 
Customers of the State Bank Silver International Debit Card can 
get access to their account whenever and wherever they want. They can 
use it to purchase goods at merchant establishments, for making 
payment online and withdraw cash in India as well as across the globe 
without any geographical boundary limitation. This international Gold 
debit card can be used at over 500000 merchants in India and over 30 
million merchants worldwide. Payment for movie tickets, bills, travel 
and other online purchase payment or any other payment over the 
internet can be made with this ATM card. In addition to that, this card 
can be used at any ATM in India or abroad at ATM's having the logo 
MasterCard/Maestro/Visa. A maximum of Rs. 50000 can be withdrawn 
with this gold card in India and 1000$ can be withdrawn abroad daily. 
Daily online maximum transaction limit is 200000 rupees in India and 
4000 US$ abroad. Along with these features, this card comes with a 
insurance (accidental death only) of Rs. 20000. This card also carries a 
purchase protection for damage and theft upto 90 days. 
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3.9.3 State Bank Platinum International Debit Card 
Apart from all the benefits under SBI's International Gold card, 
this card gives an additional advantage of withdrawing Rs.100000 in 
India daily and 2000$ abroad. Along with that, 50000 insurance cover 
(accidental death only) and purchase protection for theft/damage upto 
90 days is also provided. Daily online maximum transaction limit is 
200000 rupees in India and 4000US$ abroad. 
3.9.4 SBI Yuva International Card 
SBI Yuva Card is an International Debit Card on VISA platform, 
specially for youth of India aged between 18-30 years . Customers can 
enjoy the convenience of cashless shopping with SBI Yuva International 
Debit Card. With SBI Yuva International Debit Card, customers can 
access their account whenever and wherever they want. They can use 
this card to purchase goods at merchant establishments, for making 
payment online and withdraw cash in India as well as across the globe. 
This debit card can be used at over 500000 merchants in India and over 
30 million merchants worldwide. Payment for movie tickets, bills, travel 
and other online purchase payment or any other payment over the 
internet can be made with this ATM card. In addition to that, this card 
can be used at any ATM in India or abroad at ATM's having the Visa 
logo. Daily cash withdrawal Hmit is of Rs. 40000 in India and 1000 US$ 
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abroad. For online payment, daily transaction limit is 200000 rupees in 
India and 4000 US$ abroad. This card provides free insurance cover 
(accidental death only) of Rs. 200000 and carries purchase protection for 
theft/damage upto 90 days. Along with all these features, this Yuva 
card also provide 50% concession on processing charges on loans, 50% 
concession on Demat Account charges, 25 point basis concession in 
interest rates on housing, vehicle and education to the card holders v/ho 
maintain salary/revenue account with SBI. 
3.9.5 SBI Business Debit Card 
SBI's Business Debit Card has been specially designed keeping in 
mind business requirements of the Bank's Commercial Segment 
customers. The Card helps the customer in regular checking and 
monitoring business expenses, offering customers greater control over 
expenses. Besides having all the features of debit card, this card also 
eliminates the need for travellers cheques and exchanging currency 
during international trips. 
Business card can be classified into two categories; State Bank 
Pride and State Bank Premium. Daily cash withdrawal limit with State 
Bank Pride is Rs. 100000 and abroad it is the maximum of the foreign 
currency equivalent of domestic limit. For e-commerce transactiion, 
maximum limit is Rs 200000 and abroad, a maximum of the foreign 
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currency equivalent of the domestic limit. This card provides free 
insurance cover (accidental death only) of Rs. 200000 and carries 
purchase protection for theft/damage upto 90 days. While in case of 
State Bank Pride, daily cash withdrawal limit is Rs. 200000 and abroad, 
a maximum of the foreign currency equivalent of the domestic limit is 
allowed. E-commerce limit provided in this card is Rs. 500000 daily and 
abroad,, a maximum of the foreign currency equivalent of the domestic 
limit is allowed. This card provides the card holder free insurance 
(accidental death only) of Rs. 500000 and also carries a purchase 
protection for theft/damage upto 90 days. 
3.9.6 State Bank Networked ATM Services 
State Bank of India offer the customers, services of over 26,000 
ATMs in India, the largest network in the country. Customers can 
transact free of cost at ATM's of State Bank's group free of cost. 
Besides all the debit cards of State bank of India, State bank ATM 
accepts following cards: 
1. State Bank Credit Card. 
2. Cards issued by other banks displaying Maestro, Master Card, 
Cirrus, VISA and VISA Electron logos. 
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3. All Debit/ Credit Cards issued by any bank outside India 
displaying Maestro, Master Card, Cirrus, VISA and VISA 
Electron logos. 
Features of State Bank of India's Debit cards 
1. Debit card can be used for withdrawing cash. 
2. Customer can make the payments for the purchases made by 
using the debit card at more than 4 lakh shops, restaurants, 
shopping malls, hotels, petrol pumps and many other outlets 
which display Maestro logo. 
3. Customer can recharge pre-paid mobile phones without any 
charges at any State Bank ATM. 
4. Payment for MTNL, Mumbai bills through State Bank ATMs 
can be made by the customers. 
5. Customers in Bengaluru can make Payment of Electricity Bills 
(Bescom). 
6. Payment of SBI Credit Card bills can be made by the 
customers. 
7. SBI Life insurance premium can be paid. 
8. Customers can pay fees of selected colleges 
9. Customers can register SBI Mobile Banking and SMS Alerts . 
10. Donation to temple trust can be made by the customers. 
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11. Customers can make donation to various relief funds. 
12. Fund can be transferred by SBI debit card at State banks 
ATM's. 
13. Customers can change their PIN at State Bank ATM. 
14. Customers can book their train, air or bus ticket and make the 
payment by this card. 
15. At State Bank ATM, customer can get mini statement about 
their account by using their ATM cum debit card 
16. Online payment can be made to e-commerce websites. 
3.10 Internet Banking 
Internet banking of State bank of India enables its customers to 
operate their accounts from anywhere, anytime irrespective of place 
and time, removing the restriction imposed by the geographical 
boundaries. Internet banking provides the customer to carry out their 
banking activities from their desktop, laptops, smart phone, tablets etc 
subject to the availability of power and Internet. 
3.10.1 Services Offered under internet banking by State Bank of India 
1. Fund transfer can be made by using internet banking. Internet 
banking enables the customer to transfer funds within 
accounts in the same branch or other branches. 
2. Customer can use internet banking to transfer PPF account 
across branches. 
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3. The Internet Banking application enables the customer to 
register demand drafts requests online. Customers can get a 
demand draft from any of their accounts (Savings Bank, 
Current Account, Cash Credit or OverDraft). Customer can 
opt to collect the draft in person at the branch, alternatively, 
customer can request the branch to courier it to their 
registered address. 
4. Customer can make a request for opening up of a new account 
via internet banking. 
5. With internet banking, customer can request for issue of new 
cheque book. Cheque book can be requested for any of the 
Savings, Current, Cash Credit, and Over Draft accounts. 
Customer can opt for cheque books with 25, 50 or 100 cheque 
leaves. They can either collect it from branch or request the 
branch to send it by post or courier. Customers can opt to get 
the cheque book delivered at their registered address or can be 
provided at an alternate address. 
6. Customers can book their train, air or bus ticket and make the 
payment by using internet banking. 
7. Internet banking customers can pay taxes via site to site 
integration. Customers can pay their taxes through SBI e-tax. 
This facility enables the customer to pay TDS, Income Tax, 
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Indirect Tax, Corporate Tax, Wealth tax, Estate Duty and 
Fringe Benefits tax. 
8. Internet banking is simple and convenient service for viewing 
and paying your bills online. Customer can view and pay 
various bills online, directly from SBI account. They can pay 
telephone, electricity, insurance, credit cards and other bills 
from the comfort of their house or office, 24 hours a day, 3(35 
days a year. 
9. Customers can use internet banking to transfer money from 
State Bank account to accounts in other banks using the 
RTGS/NEFT service. In order to transfer the funds to an 
account with other bank, customer should ensure that the 
bank branch of the beneficiary is covered under the 
RGTS/NEFT payment system. 
10. Payment of insurance premium, mobile phone bills and also 
purchase of mutual fund units by coming from the biller's 
website and selecting State Bank of India in the payment 
option by internet banking. 
11. With Internet Banking customer can generate an online, 
downloadable account statement for any of their accounts for 
any date range and for any account mapped to their 
119 
state (Ban^ofliufia and Information TecAnolbgy: Jin Interface 
username. The statement includes the transaction details, 
opening, closing and accumulated balance in the account. 
Customer can generate the online account statement for any 
date range or for any month and year. 
12. Internet banking provides features to enquire status of online 
transactions. You can view and verify transaction details and 
the current status of transactions. 
13. Customer can make the payment of donation to religious and 
charitable institution by using Internet Banking of SBI. 
14. Internet banking enables the customer to view Demat account 
statement and maintain such accounts. The bank acts as their 
depository participant. Customer can view Demat account 
details and generate the following statements: statement of 
holding, statement of transactions, statement of billing. 
15. Customers can make fee payment to selected educational 
institutions including IITs and NITs. 
On the security front. State Bank of India's website is 'VerySij^n' 
certified, which indicates that it is very safe and secure for the 
customers to use. 
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3.11 Mobile Banking 
Even though if the customer is away from home or office , 
information about their balance in their account can be made available 
to them, sending money to their loved ones or payment of bills can be 
made anytime anywhere 24x7. This can be possible with the mobile 
banking provided by State Bank of India. This service is secure , simple, 
can be done anytime and anywhere. State Bank of India's mobile 
banking is known as State Bank Freedom. 
Internet Banking helps the customer's to anytime access to their 
banks. They can check out their account details, get their bank 
statements, perform transactions like transferring money to other 
accounts and pay their bills sitting in the comfort of their homes and 
offices. Biggest limitation for using internet banking is "internet 
connection". 
However the biggest limitation of Internet banking is the 
requirement of a personal computer (PC) or a laptop with an internet 
connection, Mobile banking reduces this very limitation of internet 
banking, as it reduces the customer requirement to only a cell phone. 
Mobile banking is a very beneficial service started by State Bank 
of India under the name "State Bank Freedom" which as the name 
rightly provides, the convenience and freedom of doing transactions 
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and transferring money to a desirable location as and when required by 
the customer at any time and from any place. It is a safe and convenient 
way to access their accounts from their mobile phone. 
State bank freedom can be used by the customers in three ways: 
3.11.1 SBI's Mobile Banking Service over Application/ Wireless 
Application Protocol (WAP) 
The mobile banking service is available on Java enabled mobile 
phones over SMS/ GPRS where the customer is required to download 
the application on their mobile handset. The service can also be availed 
via WAP on both Java and non Java phones with GPRS connection. The 
customer can enjoy the following services that are available in the 
application based service/ WAP: 
a) Customer can transfer fund within the bank or to another 
bank by using NEFT. 
b) By using this application, customer can check the available 
balance in their account and mini statement can also be 
generated with it. 
c) Cheque book request can be made by the customer by using 
this application. 
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d) Mobile banking application provides Demat Enquiry Service 
(Portfolio value, Request for DIS booklet, value of holdings, 
statement of charges. Transaction status etc.) 
e) Customer can pay bills like utility bills, credit cards, insurance 
premium payments. 
f) Donations can be made by the customers by using this mobile 
banking application 
g) Customers can make subscriptions by this application. 
h) M-Commerce activities can be made by the customers that 
includes mobile top up, top up of Tatasky, BigTV, SunDirect 
etc, 
i) Customer can get DishTV connections and receive recharge 
pins for DigitalTV/Videocon d2h . 
j) Merchant payment, SBI life insurance premium can be paid by 
this mobile banking application. 
Rules for using Mobile Banking Service over Application/WAP. 
All the customers of State Bank of India can enjoy the Mobile 
Banking Service having Current/ Savings Bank Account (personal 
segment). The customers need to register for the services. 
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Maximum daily transaction limits for fund transfer/ bill/ 
merchant payment is Rs.50000 per customer with a maximum month 
limit of Rs.250000 
All customers of State Bank of India can avail this mobile banking 
service with the Bank irrespective of the service provider for their 
mobiles (Airtel, Reliance, Tata, Vodafone, BSNL, Uninor etc). 
Customer only need to bear the cost of SMS or GPRS data usage 
for using this service. 
3.11.2 Mobile Banking Service over SMS 
Mobile banking can be enjoyed by the customers of State bank of 
India on all mobile phones, whether these cell phones are java/non Java 
enabled or with/without GPRS connection. There is no need to 
download the application .Customers can enjoy this service by ordinary 
SMS. 
The customer can enjoy the following services: 
a) By using this application, customer can check the available 
balance in their account and mini statement can also be 
generated with it. 
b) Mobile top-up recharges can be done. 
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c) Direct to Home (DTH) top up/ recharges can be done by the 
customers. 
d) Mobile to Mobile fund transfer (IMPS) can be done by the 
customer by using this service. 
e) Mobile pin (MPIN) can be changed by the customers by using 
this service. 
Rules for using Mobile Banking Service over SMS 
Customers of State bank of India having saving and current 
account in personal banking segment and current account in SME 
segments are available to enjoy this service. Transaction limit is Rs.lOOO 
daily and in a month it is Rs.5000. All the customers can avail this 
service irrespective of their service provider. For using this service 
customer have to bear only the cost of SMS only. 
3.11.3 SBI's Mobile Banking Service over USSD (Unstructured 
Supplementary Service Data) 
This method of Mobile Banking Service is now available for all 
mobile phones (java/non Java) with/without GPRS connection. 
Services enjoyed by the customers are as follows: 
a) Balance enquiry and mini statement can be checked by the 
customers of SBI. 
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b) Mobile top up recharges can be done by the customers. 
c) Customer by using this service can transfer fund from account 
to another account of SBI. 
Rules for using Mobile Banking Service over USSD 
Mobile banking service by USSD is currently available with 
selected mobile network providers. All the current /saving account 
holder in personal banking segment and only current account holders 
of SME segment are eligible to use this service. The service is session 
based and requires a response from the user within a reasonable time. 
The Daily Transaction limit is Rs.lOOO per customer with an overall 
calendar monthly limit of Rs. 5000. For using this service, USSD charges 
have to be borne by the customers. 
3.12 Conclusion 
State Bank of India is one of India's oldest banks. In this chapter, 
details about its history, transformation of SBI, from giving competition 
to its private and foreign competitors and to delivering new and 
innovating products to its customers has been discussed. In the next 
chapter, analysis and interpretation of the questionnaires distributed 
among the employees and customers of State bank of India in Aligarh 
city is done in order to achieve the objectives and tests the hypotheses 
of the study. 
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CHAPTER 4 
EFFECT OF INFORMATION TECHNOLOGY ON 
EMPLOYEES AND CUSTOMERS OF STATE 
BANK OF INDIA, ALIGARH CITY: AN 
ANALYSIS 
4.1 Introduction 
This chapter mainly deals with the results of data analysis and 
hypotheses tests. The data analysis has been conducted with the help of 
Statistical Package for Social Science (SPSS). In this study, statistical 
tests identified in the previous chapter have been used. The tests 
identified were descriptive statistics related to demographic profile; 
validity and reliability tests of impact of information technology in 
banking industry, performance measurement of questionnaires; t-test to 
test sigtiificance of differences in approaches of selected two groups i.e. 
employees and customers of SBI below 40 years and employees and 
customers of SBI above 40 years, scores between independent group 
sample to determine whether there are any statistically significant 
differences between the population means of two unrelated 
independent groups. 
Firstly, a descriptive statistical analysis is conducted on the basis 
of demographic data collected from participants through 
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questionnaires. Secondly, the validity and reliability tests are used to 
measure the validity and reliability of variables in the questionnaires. 
Variables have been tested to measure the validity and reliability of the 
data collected. 
After carrying out simple statistical analysis, research hypotheses 
have been tested. In this study, t-test is applied in order to understand 
and determine whether the means under different groups are 
significantly different across different variables. 
4.2 Employees of SBI: A Descriptive Analysis 
The frequencies of the number of employees as respondents are 
presented in Table 4.1. The primary stage of data analysis is to gain an 
understanding about the respondents' characteristics. The results of the 
descriptive analyses are presented in the next paragraphs followed by 
the brief discussion of data collected for this research. 
Table 4.1 below shows the response of employees of each branch 
of State Bank of India surveyed at Aligarh city. Number of branches 
surveyed is fourteen (14). Table further shows the IPS code along with 
the total number of employees in each branch, number of employees 
furnished with questionnaires, total number of filled questionnaires 
received from each branch, total number of questionnaire which were 
found suitable for evaluation. Out of fourteen branches, researcher 
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found out that there were two branches from where no questionnaires 
were received or if received, they were not suitable for evaluation. The 
questionnaire was supplied to two categories of respondents i.e. below 
40 years of age and above 40 years of age. Out of 155 employees 
surveyed, total of 57 questionnaires were received and were used for 
analysis. 23 (40 %) questionnaires received from the employees were 
from the group below 40 years, and remaining 34 (60%) questionnaires 
were from the category of above 40 years of age. 
While surveying Aligarh City branch, researcher found out that 
total number of employees were 15 , 9 of them were furnished with 
questionnaire, 4 were received back and finally 3 of them were used for 
evaluation. At the AMU branch, total number of employees were 23,15 
were furnished with questionnaire, 10 were received back and 8 were 
found usable for evaluation. Total numbers of employees in Baraula 
Jaffrabad branch were 8 (lowest in terms of employees), 6 of them were 
furnished with questionnaire, 5 of the questionnaire received back were 
used for evaluation. 15 employees were there at Delhi Gate branch, out 
of which 8 were furnished with questionnaire, 5 questionnaire were 
received back and 4 were found suitable for evaluation. At Dhanipur 
Mandi branch, only 8 employees were there (lowest in terms of 
employees), 6 of them were furnished with questionnaire, 2 were 
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received back, none of them were found suitable for evaluation. In D.S 
College branch, total number of employees were 14, 4 were furnished 
with questionnaire, same number was received back from employees, 3 
were considered for evaluation. At Industrial Estate branch, total 
number of employees were 13, 9 of them were given questionnaire, 4 
questionnaires were received back and only one was found suitable for 
evaluation. Maximum number of (72) employees were found in the 
main branch. Out of which, 30 were furnished with questionnaire, 18 
were received back, 12 were found suitable for evaluation. 19 
employees were found at Madar Gate branch, 9 of them were furnished 
with questionnaire, 4 were received back and were considered for 
evaluation. Second highest number of employees (29) were found at 
Medical College branch. Out of which, 20 were distributed with 
questionnaire, 14 questionnaires were received back, 10 of them were 
found suitable for evaluation. At Railway Road branch, total number of 
employees were 17, 14 of them were furnished with questionnaire, 7 
were received back and 2 were found suitable for evaluation. 16 
employees were found at Ramghat Road Branch. Out of which, 4 were 
furnished with questionnaire, 3 were received back and were used for 
evaluation. At Sasni Gate branch, total number of employees were 16, 
10 of them were given questionnaire, 3 were received back and none of 
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them were found suitable for evaluation. While surveying SME branch, 
total number of employees were found to be 10, 7 of them were given 
questionnaire, 4 were received back and 2 were found suitable for 
analysis 
Table No. 4.1 
Branch-wise distribution of questionnaires 
s. 
No 
1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
Name of the 
branch 
Aligarh 
city 
A.M.U 
Baraula 
Jaffrabad 
Delhi Gate 
Dhanipur 
mandi 
DS 
College 
Industrial 
Estate 
Main 
Branch 
Madar 
Gate 
Medical 
College 
Railway 
road 
Ramghat 
road 
Sasni Gate 
SME 
Indian 
financial 
system 
code 
(IFSC) 
1581 
5555 
14208 
6531 
16273 
3773 
3346 
0604 
2410 
3570 
8004 
16272 
15368 
4184 
Total 
Number 
of 
employ-
yee 
15 
23 
8 
15 
8 
14 
13 
72 
19 
29 
17 
16 
16 
10 
275 
No. of 
employees 
furnished 
with 
questi-
onnaire 
9 
15 
6 
8 
6 
4 
9 
30 
9 
20 
14 
4 
10 
7 
155 
No. of 
question 
-naire 
received 
4 
10 
6 
5 
2 
4 
4 
18 
4 
14 
7 
3 
3 
4 
88 
Number of 
questio-
nnaire 
considered 
3 
8 
5 
4 
0 
3 
1 
12 
4 
10 
2 
3 
0 
2 
57 
Category (Below 40 years 
and above 40 years) 
Below 40 
years 
1 
5 
1 
2 
0 
1 
1 
4 
1 
6 
0 
1 
0 
0 
23 
Above 40 
years 
2 
3 
4 
2 
0 
2 
0 
8 
3 
4 
2 
2 
0 
2 
34 
Source: Compiled and computed from the questionnaires received 
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The responses of the respondents with regard to computers have 
made work easier are Hsted in the Table 4.2, Chart 4.1 below. 65% of the 
employees from below 40 years category strongly agree that due to 
introduction of computers in banks, work has become easier. Whereas 
18 % of the employees falling in the category of above 40 years have 
shown their strong agreement that computer makes work easier for 
them. 22 % of the employees from the category of below 40 years agree 
with the statement that with computers, their work has become easier 
as compared to 56 % of the employees from the category of above 40 
years who agree that their work has become easier. 9% and 15% of the 
employees falling in the category of below 40 years and above 40 years 
respectively neither agree nor disagree that their work has become 
easier with the introduction of computers. Only 4% employees from the 
category of below 40 years and 11 % employees from the category of 
above 40 years show disagreement on the statement that computer 
makes their work easier. None of the employees from both the 
categories showed strong disagreement on this statement. 
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Table 4.2 
Computer Makes Work Easier 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
65 
18 
Agree 
(%) 
22 
56 
Neither 
Agree 
Nor 
Disagree 
(%) 
9 
15 
Disagree 
(%) 
4 
11 
Strongly 
Disagree 
(%) 
0 
0 
Source: Compiled and computed from the questionnaires received 
Computer makes work easier 
I Below 40 years 
I Above 40 years 
Neither 
Strongly . Agree „ . Strongly 
^ ^ ' Agree ,^ Disagree ^. 
Agree Nor Disagree 
I Below 40 years 15 5 
I Above 40 years 6 19 
Disagree 
2 
5 
1 i 0 
4 0 
Chart 4.1 
Source: Compiled and computed from the questionnaires received 
Table 4.3, Chart 4.2 below^ shows the response of employees with 
regard to the relationship between Core Banking Solution and 
reduction in work pressure. The researcher has found almost similar 
response from employees falling in the category of below 40 years and 
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above 40 years i.e. 26% and 29% of the employees surveyed strongly 
agree that the work pressure has reduced with the introduction of CBS 
in banks. 57% and 56% of the employees falling in the two categories of 
below 40 years and above 40 years respectively also agree with the 
statement that work pressure has reduced due to CBS in banks. 9 % and 
4 To of employees falling in the category of below 40 years disagree and 
strongly disagree respectively with the statement. 6% and 3% of 
employees falling in category of above 40 years , disagree and strongly 
disagree with the statement. Rest of the employees surveyed are 
indifferent as they neither agree nor disagree with the statement that 
C.B.S has reduced work pressure. 
Table 4.3 
Core Banking Has Reduced Work Pressure 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
26 
29 
Agree 
(%) 
57 
56 
Neither 
Agree 
Nor 
Disagree 
(%) 
4 
6 
Disagree 
(%) 
9 
6 
Strongly 
Disagree 
(%) 
4 
3 
Source: Compiled and computed from the questionnaires received 
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CBS has reduced work pressure 
20 
I Below 40 years 
1 Above 40 years 
Neither 
Strongly . Agree ^. Strongly 
. Agree ° Disagree „ . 
Agree Nor Disagree 
O^^^Sree Chart 4.2 
I Below 40 years 6 13 
I Above 40 years 10 19 
Source: Compiled and computed from the questionnaires received 
Responses of the respondents with regard to the e-banking 
services have reduced work pressure are listed in the Table 4.4, Chart 
4.3 . 48 % of the employees from below 40 years category strongly agree 
that e-banking services significantly reduced the work pressure. 35 % of 
the employees falling in the category of above 40 years have shown 
their strong agreement that e-banking services are playing vital role in 
reducing work pressure. 43% and 50 % of the employees from both the 
categories under survey agree with the statement. 9 % employees from 
both the categories are indifferent (neither agree nor disagree) 
regarding the statement. Only 6% employees under the above 40 years 
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category have registered negative response as they disagree with the 
statement that e-banking has reduced work load. 
Table 4.4 
E-Banking Has Reduced Work Load 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
48 
35 
Agree 
(%) 
43 
50 
Neither 
Agree 
Nor 
Disagree 
{%) 
9 
9 
Disagree 
(%) 
0 
6 
Strongly 
Disagree 
(%) 
0 
0 
Source: Compiled and computed from the questionnaires received 
E-banking has reduced work load 
• Below 40 years 
• Above 40 Years 
Chart 4.3 
I Below 40 years 
I Above 40 Years 
Strongly 
Agree 
11 
12 
Neither 
Agree Agree Nor Disagree Strongly 
10 
17 
Disagree 
i 2 
i 3 
0 
2 1 
0 
0 
Source: Compiled and computed from the questionnaires received 
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Table 4.5, Chart 4.4 below show the responses of employees 
surveyed whether working on latest IT equipments has given the 
employees sense of up-liftment. 34% of the respondents falling in the 
category of below 40 years strongly agree with the statement that 
working on the latest IT equipments has given them a sense of up-
liftment. Further, 57% of the employees surveyed falling in the same 
category positively support the statement as they agree. 20% of the 
respondents falling in the category of above 40 years strongly agree 
with the statement and further 50 % of the employees falling in the 
same category of above 40 years agree with the statement. While merely 
6% and 3% of the employees falling in the category of above 40 years 
disagree and strongly disagree with the statement that working on 
latest IT equipments has given them any up-liftment. Rest 9% and 21% 
of the employees falling into the category of below 40 years and above 
40 years neither agree nor disagree with the statement. 
Table 4.5 
Working on IT Equipment Gives Sense of Up-liftment 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
34 
20 
Agree 
(%) 
57 
50 
Neither 
Agree 
Nor 
Disagree 
(%) 
9 
21 
Disagree 
(%) 
0 
6 
Strongly 
Disagree 
(%) 
0 
3 
Source: Compiled and computed from the questionnaires received 
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Working on IT equipments gives sense of 
upliftment 
I Below 40 years 
I Above 40 years 
I Neither 
Strongly . Agree ^. Strongly 
. ^ Agree .. Disagree „ . 
Agree Nor Disagree 
'^"^ ^^ ^ i I Chart4.4 
I Below 40 years 8 13 
I Above 40 years 7 17 
-4 .^ 
Source: Compiled and computed from the questionnaires received 
Response of respondents with regard to the relationship 
regarding computer knowledge and confidence level is listed in Table 
4.6 and Chart 4.5. 57% of the employees surveyed falling in the 
category of below 40 years strongly agree with statement that computer 
knowledge makes them feel confident while working in bank similar to 
26% of the employees falling in the category of above 40 years who feel 
the same. While 35% and 47% of employees surveyed falling in the 
category of below 40 years and above 40 years respectively agree with 
the statement that good knowledge of computers gives them sense of 
confidence while working in banks. 6% and 3% of employees falling in 
the category of above 40 years of age have shown their disagreement 
and strong disagreement towards the statement that computer 
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knowledge gives them confidence. Rest 8 % and 18% of the employees 
falling under both the categories surveyed neither agree nor disagree 
with the statement. 
Table 4.6 
Confidence Due To Computer Knowledge 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
57 
26 
Agree 
(%) 
35 
47 
Neither 
Agree 
Nor 
Disagree 
(%) 
8 
18 
Disagree 
(%) 
0 
6 
Strongly 
Disagree 
(%) 
0 
3 
Source: Compiled and computed from the questionnaires received 
Confidence due to computer knowledge 
I Below 40 years 
I Above 40 years 
Disagree 
0 
2 
Strongly 
I Below 40 years 
I Above 40 years 
Disagree 
0 
1 
Chart4.5 
Source: Compiled and computed from the questionnaires received 
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Table 4.7 and Chart 4.6 gives an account of the responses of 
respondents surveyed on the statement whether they can handle the e-
banking queries alone. 9 % of the respondents surveyed from the 
category of below 40 years strongly agree that they can handle all the e-
banking queries alone whereas 6% of the employees surveyed falling in 
the category of above 40 years have shown their strong agreement with 
the statement that they can alone handle e-banking queries themselves. 
While 47% of the employees surveyed falling in the category of below 
40 years have agreed on the statement that they can solve all e-banking 
queries as compared to 56% of the employees falling in the category of 
employees above 40 years surveyed and agreed. 9% of employees 
falling into category of below 40 years show disagreement and strong 
disagreement on the statement that they can handle e-banking queries 
alone. Whereas 9% and 6% of the employees surveyed falling in the 
category of above 40 years, show disagreement and strong 
disagreement with the statement. While 26% and 23% of the remaining 
employees surveyed falling in the category of below 40 years and above 
40 years neither agree nor disagree on the statement that they alone can 
handle all the e-banking queries alone. 
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Table 4.7 
Can Handle e-Banking Queries Independently 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
9 
6 
Agree 
(%) 
47 
56 
Neither 
Agree 
Nor 
Disagree 
(%) 
26 
23 
Disagree 
(%) 
9 
9 
Strongly 
Disagree 
(%) 
9 
6 
Source: Compiled and computed from the questionnaires received 
Can handle e-banking queries independently 
20 
18 
16 
14 
12 
10 
I Below 40 years 
I Above 40 years 
r^^^ -^ • 
strongly 
^ " Agree 
Agree 
2 11 
2 19 
• di • 
Neither 
Agree „ . Strongly 
° Disagree „ . ^ ' 
Nor Disagree 
Disagree 
6 2 2 
8 3 1 2 
I Below 40 years 
I Above 40 years 
Chart4.6 
Source: Compiled and computed from the questiormaires received 
Responses of the respondents with regard to the relationship 
between continuous usage of information technology equipments and 
improved working style and knowledge is shown in Table 4.8 and 
Chart 4.7. 35% of the employees surveyed from below 40 years of 
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category strongly agree that continuous usage of IT equipments has 
improved their working style and knowledge. 32% of employees 
surveyed falling in the category of above 40 years strongly agree with 
the statement that continuous usage of IT related equipments is playing 
a vital role in improving their working style and knowledge. While 52% 
of employees falling in the category of below 40 years agree to the 
statement and 56% of the employees falling in the category of above 40 
years also agree. Only 4% and 6% of the employees falling in the 
category of below 40 years and above 40 years respectively disagree 
with the statement that continuous usage of IT related equipments has 
given them improved working style and knowledge. 
Table 4.8 
Improved Working Style & Knowledge Due To Continuous Usage 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
35 
32 
Agree 
(%) 
52 
56 
Neither 
Agree 
Nor 
Disagree 
(%) 
9 
3 
Disagree 
(%) 
4 
6 
Strongly 
Disagree 
(%) 
0 
3 
Source: Compiled and computed from the questionnaires received 
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Improved working style & knowledge due to 
continuous usage 
25 : 
20 
15 
10 
• Below 40 years 
• Above 40 years 
Strongly 
Agree 
• Below 40 years 9 
• Above 40 years 11 
Neither 
Agree „ . Strongly 
Agree ° Disagree „ . 
Nor Disagree 
0 
0 
Disagree 
13 1 
21 2 
0 
1 
0 i 
Chart4.7 
Source: Compiled and computed from the questionnaires received 
Response of respondents with regard to continuous usage of 
computer causing exhaustion are presented in Table 4.9 and Chart 4.8. 
35% of the employees from below 40 years category strongly agree that 
due to continuous usage of computer, they feel tired. Whereas 32% of 
employees surveyed falling in the category of above 40 years have 
shown their strong agreement with the statement that they feel 
exhausted while doing continuous work on computers. While 52% and 
56 % of employees surveyed falling in the category of below 40 years 
and above 40 years respectively agree with the statement that they feel 
extreme exhaustion due to continuous usage of computer. Only 4 % of 
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the employees falling in the category of below 40 years disagree with 
the statement. 6% of the employees falling in the category of above 40 
years disagree while another 3% of the employees falling in the 
category of above 40 years have shown their strong disagreement with 
the statement. Rest 9% and 3% of the employees falling in the category 
of below 40 years and above 40 years respectively are indifferent 
regarding the statement that they feel exhausted while doing 
continuous work on computer. 
Table 4.9 
Exhaustion Due To Continuous Contact with Computer 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
35 
32 
Agree 
(%) 
52 
56 
Neither 
Agree 
Nor 
Disagree 
(%) 
9 
3 
Disagree 
(%) 
4 
6 
Strongly 
Disagree 
(%) 
0 
3 
Source: Compiled and computed from the questionnaires received 
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Exhaustion due to continuous contact with computer 
• Below 40 years 
• Above 40 years 
Neither 
Strongly . Agree „ . Strongly 
^ ^ ' Agree ° Disagree ^. 
Agree Nor Disagree 
Disagree 
I Below 40 years 8 12 2 1 0 
I Above 40 years 11 19 1 i 2 i 1 
Chart 4.8 
Source: Compiled and computed from the questionnaires received 
Table 4.10 and Chart 4.9 show the response of respondents 
surveyed with regard to the statement that the work load has increased 
with introduction of information technology in their bank. 26% of the 
employees from below 40 years category strongly support the statement 
that their work load has increased due to introduction of IT in banks as 
compared to 41 % of the employees falling in the category of above 40 
years strongly agree with the statement. While 61 % of employees falling 
in the category of below 40 years under survey agree with the statement 
similar to 53% of the employees falling in the category of above 40 years 
agree with the statement that introduction of IT has increased work 
load . Only 9% and 4% of employees falling in the category of below 40 
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years disagree and strongly disagree with the statement. Merely 6% of 
the employees falling in the category of above 40 years are indifferent 
regarding the statement. 
Table 4.10 
Introduction of IT has Resulted in Increased Work Load 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
26 
41 
Agree 
(%) 
61 
53 
Neither 
Agree 
Nor 
Disagree 
(%) 
0 
6 
Disagree 
(%) 
9 
0 
Strongly 
Disagree 
(%) 
4 
0 
Source: Compiled and computed from the questionnaires received 
Introduction of IT has resulted in increased workload 
strongly 
Agree Disagree 
Strongly 
Disagree 
• Below 40 years 
• Above 40 years 
6 
14 
14 ! 
_i„ 
18 1 
0 
2 
2 
0 
1 1 
i 0 , ^ 
I Below 40 years 
I Above 40 years 
Chart 4.9 
Source: Compiled and computed from the questionnaires received 
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Respondents' responses with regard the relationship between 
technical difficulties related to operation of IT equipments and 
frustration are presented in Table 4.11 and Chart 4.10. 13% of 
employees surveyed falling in the category of below 40 years strongly 
agree with the statement that they feel frustrated due to technical 
difficulties while operating IT equipments similar to 38% of employees 
falling in the category of above 40 years strongly agreeing with the 
statement. 26% and 41% of employees falling in the category of below 
40 years and above 40 years agree with the statement that they get 
frustrated due to technical difficulties while operating IT equipments. 
39% of the employees falling in the category of below 40 years surveyed 
show disagreement with the statement as compared to 6% of employees 
falling in the category of above 40 years showing their disagreement. 
While 13% and 6% of the employees falling in the category of below 40 
years and above 40 years strongly disagree with the statement. 9% 
employees from both the categories are indifferent regarding the 
statement. 
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Table 4.11 
Frustration Due to Technical Difficulties 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
23 
34 
Strongly 
Agree 
(%) 
13 
38 
Agree 
(%) 
26 
41 
Neither 
Agree 
Nor 
Disagree 
(%) 
9 
9 
Disagree 
(%) 
39 
6 
Strongly 
Disagree 
(%) 
13 
6 
Source: Compiled and computed from the questionnaires received 
Frustration due to technical difficulty 
I Below 40 years 
I Above 40 years 
I Below 40 years 
I Above 40 years 
Chart 4.10 
Source: Compiled and computed from the questionnaires received 
Table 4.12 and Chart 4.11 shows the responses of the respondents 
on the statement that information technology equipments are 
cumbersome . Only 4% of the employees from the category below 40 
years show their strong agreement that using IT equipments are 
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difficult and hard for them. Whereas, 24% of the employees falHng in 
the category of above 40 years strongly agree that it is hard and difficult 
for them to use latest IT equipments.9% and 56% of employees from 
both the categories are agree with the statement that handling IT 
equipments is cumbersome. 9% and 11% employees from both the 
categories below 40 years and above 40 years respectively are 
indifferent regarding the statement. 44 % of the employees from the 
category of below 40 years disagree with the statement that IT 
equipments are cumbersome to use as compared to only 3% of the 
employees from the category of above 40 years. 34% employees from 
below 40 years of age strongly disagree as compared to merely 6% of 
the employees surveyed in the category of above 40 years of age who 
strongly disagree with the statement that IT equipment are cumbersome 
to use. 
Table 4.12 
IT Equipments are Cumbersome to Use 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
23 
34 
Strongly 
Agree 
(%) 
4 
24 
Agree 
(%) 
9 
56 
Neither 
Agree 
Nor 
Disagree 
(%) 
9 
11 
Disagree 
(%) 
44 
3 
Strongly 
Disagree 
(%) 
34 
6 
Source: Compiled and computed from the questionnaires received 
152 
'Effect of Information Tecfmobgy on 'Employees and Customers of State (Ban^ofIn(Ga, 
^dgarh City: fin Analysis 
IT equipments are cumbersome to use 
20 - -
• Below 40 years | 
• Above 40 years j 
Neither 
Agree ^. Strongly Agree ° Disagree Agree Nor Disagree 
L i ' " ' ' ^ ' ' ' Chart 4.11 
• Below 40 years 1 2 | 2 | 10 8 
• Above 40 years 8 19 | 4 ; 1 : 2 
Source: Compiled and computed from the questionnaires received 
4.3 Customers of SBI: An Analysis 
Table 4.13 shows the response of the respondents of each 
individual branch of State Bank of India surveyed at Aligarh city. 
Number of total branches surveyed is 14. Table also shows the IFS code 
along with total number of questionnaires that were used for evaluation 
. Table was further categorised into two groups, below 40 years and 
above 40 years . Out of the total customers furnished with 
questionnaires, 529 questionnaires were received back. Out of this 455 
questionnaire were found suitable for evaluation . 246 (54%) 
questionnaires received from the customers were from the category of 
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below 40 years and remaining 209 (46%) questionnaires were from the 
category of above 40 years. 
While surveying the Aligarh city branch, total number of 
questionnaires received back were 37, out of which 31 were found 
usable. 19 of them were from the category of below 40 years and 12 
were from above 40 years of age. From Aligarh Muslim University 
branch, 59 questionnaires were received, 51 of them were found usable 
for evaluation. Out of this, 26 were from the category of below 40 years 
and rest 25 were from above 40 years. In case of Baraula Jaffarabad 
branch, 28 questionnaires were received. 19 of them were usable for 
evaluation , 11 of them fell in the category of below 40 years. Rest 8 
were from above 40 years. While surveying Delhi Gate branch, 
researcher received back 13 questionnaires. Out of them, 11 were used 
for evaluation. 3 were from the category of below 40 years and 
remaining 8 fell in the category of above 40 years. In Dhanipur Mandi 
branch, researcher received back 29 questionnaires from the customers. 
24 were found usable for evaluation . Out of which, 17 were from the 
category below 40 years and 7 were from above 40 years of age. 
Researcher received 41 questionnaires from D. S. College branch, 37 of 
them were found usable for evaluation. 21 were from the category of 
below 40 years and rest 16 fell in the category of above 40 years. In case 
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of Industrial Estate branch, 36 questionnaire were received in total, out 
of which, 29 were found suitable for evaluation. 14 of them were from 
the category of below 40 years and 15 were from above 40 years of age. 
Maximum number of 76 questionnaires were received from the main 
branch, 64 of them were found usable for evaluation purpose. Out of 
which, 33 fell in the category of below 40 years, rest 31 were from the 
category of above 40 years. At Madar Gate branch, 29 questionnaires 
were received in total, 27 of them were found suitable for evaluation. 12 
of them fell in the category of below 40 years and 15 were from the 
category of above 40 years of age. While surveying Medical College 
Road branch, total of 76 questionnaires were received, 67 of them were 
considered for evaluation purpose, 41 of them were from the category 
of below 40 years. Rest 26 were from the category of above 40 years of 
age. While surveying Railway Road branch, researcher has received 31 
questionnaires. Out of which, 9 fell in the category of below 40 years. 
Rest 19 were from the category of above 40 years of age. 18 
questionnaires were received back by the researcher while surveying 
the Ramghat Road branch, 17 of them were found usable for evaluation. 
10 were from below 40 years of age category, rest 7 fell in the category 
of above 40 years. At Sasni Gate branch, a total of 32 questionnaires 
were received back, out of which 29 were found suitable for evaluation. 
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18 were from the category of below 40 years and remaining 11 were 
from above 40 years of age. While surveying SME branch, 24 
questionnaires were received back, 21 of them were found usable for 
evaluation, 12 of them were from the category of below 40 years of age. 
Remaining 9 were from above 40 years of age. 
Table No. 4.13 
Branch-wise distribution of questionnaires to customers 
s. 
No 
1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
Name of the 
branch 
Aligarh city 
A.M.U 
Baraula Jaffrabad 
Delhi Gate 
Dhanipur mandi 
D S College 
Industrial Estate 
Main Branch 
Madar Gate 
Medical College 
Railway road 
Ramghat road 
Sasni Gate 
SME 
Indian 
finan-
cial 
system 
code 
(IFSC) 
1581 
5555 
14208 
6531 
16273 
3773 
3346 
0604 
2410 
3570 
8004 
16272 
15368 
4184 
Total (550) 
No. of 
question 
-nnaire 
received 
37 
59 
28 
13 
29 
41 
36 
76 
29 
76 
31 
18 
32 
24 
529 
Number of 
question-
nnaire 
considered 
31 
51 
19 
11 
24 
37 
29 
64 
27 
67 
28 
17 
29 
21 
455 
Category 
(Below 40 
years and 
above 40 
years) 
Below 
40 
years 
19 
26 
11 
3 
17 
21 
14 
33 
12 
41 
9 
10 
18 
12 
246 
Above 
40 
years 
12 
25 
8 
8 
7 
16 
15 
31 
15 
26 
19 
7 
11 
9 
209 
Source: Compiled and computed from the questionnaires received 
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The response of the customer with regard to their confidence 
level while using e-banking services are given in Table 4.14 and Chart 
4.12. 28 % and 12 % respondents from the category of customers below 
40 years and above 40 years of age respectively show their strong 
confidence level in using e-banking services by strongly agreeing with 
the statement. Whereas 39 % of the customers from below 40 years of 
age and 32 % of customers from above 40 years of age agree that they 
have confidence in e-banking related services. 14% and 30 % of the 
customers from both the category under review are indifferent with 
regard to their confidence while using the e-banking services. 10 % 
customers from each category disagree with the statement. Furthermore 
9% and 16% customers from the category of below 40 years and above 
40 years respectively do not have confidence while using e-banking 
related services as they show strong disagreement with the statement. 
Table 4.14 
Confidence Level 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
28 
12 
Agree 
(%) 
39 
32 
Neither 
Agree 
Nor 
Disagree 
(%) 
14 
30 
Disagree 
(%) 
10 
10 
Strongly 
Disagree 
(%) 
9 
16 
Source: Compiled and computed from the questionnaires received 
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Confidence level 
I Below 40 years 
I Above 40 years 
96 
67 
Disagree 
33 
62 
25 
21 
22 
34 
Neither 
Strongly . Agree ^. Strongly 
^ ^ ' Agree ° Disagree ^. 
Agree Nor Disagree 
n , .n o -^ ^^ ^- ~~ Chart 4.12 
• Below 40 years 70 
Above 40 years 25 
Source: Compiled and computed from the questionnaires received 
The response of the respondents with regard to the relationship 
between e-banking service and status symbol is shown in Table 4.15 
and Chart 4.13. Researcher has found that 12 % customers falling in the 
category of below 40 years strongly agree with the statement that they 
have used e-banking services because it is a status symbol among their 
peers, whereas 15 % of customers falling in the category of above 40 
years have shown their strong agreement that they use e-banking 
service because it is a status symbol. 27% and 13% of the customers 
falling in the category of below 40 years and above 40 years respectively 
under survey, agree with the statement that they use e-banking services 
as it is a status symbol . 34% and 32% of the customers of both the 
categories under survey are indifferent regarding the statement. 16 % of 
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the customers falling in the category of below 40 years disagree as 
compared to 22 % of the customers falling in the category of above 40 
years. 11 % and 18 % of the customers falling in the category of below 
40 years and above 40 years show strong disagreement with the 
statement. 
Table 4.15 
E-Banking Is Status Symbol 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
12 
15 
Agree 
(%) 
27 
13 
Neither 
Agree 
Nor 
Disagree 
(%) 
34 
32 
Disagree 
(%) 
16 
22 
Strongly 
Disagree 
(%) 
11 
18 
Source: Compiled and computed from the questionnaires received 
E-banking is status symbol 
Neither 
Strongly . Agree ^. Strongly 
. ^ ' Agree ., Disagree ^. ^ ' 
Agree Nor Disagree 
26 
38 
• Below 40 years 
• Above 40 years 
30 
32 
66 
27 
Disagree 
84 
67 
40 
45 
I Below 40 years 
I Above 40 years 
Chart4.13 
Source: Compiled and computed from the questionnaires received 
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Table 4.16 and Chart 4.14 show the responses of customers 
selected for survey regarding the relationship between online payment 
via internet banking and safety and security. 14 % and 12 % of 
respondents from the category of below 40 years and above 40 years 
have shown their strong confidence by agreeing, in making payment 
via internet banking system.35 % of customers falling in the age group 
of below 40 years as compared to merely 11% of customers falling in the 
group of above 40 years of age feel confident while making payment via 
internet banking. 12% customers falling in the category of below 40 
years disagree whereas 26 % of customers under the category of above 
40 years under survey disagree with the statement that payment made 
through internet banking is safe and secure.l3 % and 10 % of customers 
under the category of below 40 years and above 40 years have shown 
strong disagreement with the statement. Out of the rest of customers 
surveyed, 26% falling in the group of below 40 years and 41% of 
customers falling in the category of above 40 years under review are 
indifferent with regards to the statement that payment via internet 
banking is safe and secure. 
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Table 4.16 
Categories 
Below 40 
years 
Above 40 
years 
Payment through Internet Banking Is Safe & Secure 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
14 
12 
Agree 
(%) 
35 
11 
Neither 
Agree 
Nor 
Disagree 
(%) 
26 
41 
Disagree 
(%) 
12 
26 
Strongly 
Disagree 
(%) 
13 
10 
Source: Compiled and computed from the questionnaires received 
Payment through internet banking is safe & secure 
I Below 40 years 
1 Above 40 years 
0 
Below 40 years 
Above 40 years 
Strongly 
Agree 
34 
26 
. Agree ^. Strongly 
Agree ., Disagree „ . 
Nor Disagree 
Disagree 
86 64 30 32 
11 84 55 20 
Chart 4.14 
Source: Compiled and computed from the questionnaires received 
Responses of respondents with regard to their confidence while 
making payment through ATM's/Debit cards are given in Table 4.17 
and Chart 4.15. 36% of customers falling in the category of below 40 
years of age strongly agree with the statement that payment made 
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through ATM's/Debit cards is safe and secured as compared to 26% of 
customers falling in the age group of above 40 years who feel the same . 
Further, researcher has found that 46% as compared to 41% of 
customers falling in the age group of below 40 years and above 40 years 
of age respectively support the statement that payment made via 
ATM's/Debit Cards is safe and secure. 11% and 13 % customers from 
both the categories under review are indifferent with regard to the 
statement that payment via ATM's/Debit Cards is safe and secure 
only. 4 % of customers falling in the category of below 40 years have 
shown disagreement with the statement as compared to 11 % of 
customers falling in the category of above 40 years of age showing 
disagreement with the statement that making payment via 
ATM's/Debit Cards is safe and secure. 3% and 9% of customers from 
both the category under review have shown strong disagreement with 
the statement that making payment via ATM's/Debit Cards is safe and 
secure. 
Table 4.17 
Payment Through ATM's/Debit Card Is Safe & Secure 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
36 
26 
Agree 
(%) 
46 
41 
Neither 
Agree 
Nor 
Disagree 
(%) 
11 
13 
Disagree 
(%)(%) 
4 
11 
Strongly 
Disagree 
(%) 
3 
9 
Source: Compiled and computed from the questionnaires received 
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Payment made through ATNVDebit Card is safe & secure 
120 
Ilk 
2Q ^^M ^^M Mf l j l ^ • Below 40 years 
H a ^ f t m H H I • • • Above 40 years 
Neither 
0 
Strongly . Agree „ . Strongly 
^ ^ ' Agree ° Disagree ^. Agree Nor Disagree 
9 
18 
Below 40 years 
Above 40 years 
88 
55 
112 
84 
Disagree 
26 
28 
- i --.-
11 
24 
Chart 4.15 
Source: Compiled and computed from the questionnaires received 
Response of the respondents regarding the relationship between 
payment made via credit card and safety and security are listed in Table 
4.18 and Chart 4.16.0n being asked whether payment made through 
credit cards is safe and secure, 26% of customer surveyed from both the 
groups under review have shown strong agreement with the statement. 
35% of customers falling in the category of below 40 years of age as 
compared to 41 % of customers falling in the category of above 40 years 
of age have shown agreement with the statement that making payment 
via credit cards is safe and secure. 12 % of customers from each category 
under review disagree with the statement. Furthermore, 13% customers 
falling in the category of below 40 years strongly disagree with the 
statement that making payment via credit cards is safe and secure as 
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compared to 10% customers fallmg in the category of above 40 years 
who feel the same. 
Table 4.18 
Credit Cards Are Safe & Secure 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
26 
26 
Agree 
(%) 
35 
41 
Neither 
Agree 
Nor 
Disagree 
(%) 
14 
11 
Disagree 
(%) 
12 
12 
Strongly 
Disagree 
(%) 
13 
10 
Source: Compiled and computed from the questionnaires received 
Credit Cards are safe & secure 
50 
40 
20 - ^ H — 
10 i ~^H— 
strongly 
Agree 
Below 40 years 64 
Above 40 years 55 
Agree 
86 
b M h 
Neither 
Agree „ . Strongly 
., Disagree ^. ^ ' 
Nor Disagree 
Disagree 
34 30 32 
84 24 26 20 
I Below 40 years 
I Above 40 years 
Chart4.16 
Source: Compiled and computed from the questionnaires received 
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Table 4.19 and Chart 4.17 shows the response of respondents with 
regards to payments via mobile banking being safe and secure. 19% of 
customers surveyed falling in the age group of below 40 years strongly 
agree with the statement that making payment via mobile banking is 
safe and secure as compared to merely 6% customers falling in the 
category of above 40 years of age who strongly agree with the 
statement. 21 % of customers falling in the category of below 40 years of 
age as compared to 13% of customers falling in the category of 40 years 
of age agree with the statement that making payment via mobile 
banking is safe and secure.40 % of customers and 19 % of customers 
from both the category under review are indifferent with regard to 
payment via mobile banking being safe and secure. Huge difference is 
found among the customers reviewed who disagree with the statement. 
Merely 11% of customers below 40 years have shown disagreement as 
compared to 46% of customers surveyed falling in the group of above 
40 years of age who show disagreement towards the statement. 
Furthermore, 9% of customers falling in the age group of below 40 
years have shown strong disagreement as compared to 16% of 
customers falling in the group above 40 years of age towards the 
statement that making payment via mobile banking is safe and secure. 
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Table 4.19 
Mobile Banking Is Safe & Secure 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
19 
6 
Agree 
(%) 
21 
13 
Neither 
Agree 
Nor 
Disagree 
(%) 
40 
19 
Disagree 
(%) 
11 
46 
Strongly 
Disagree 
(%) 
9 
16 
Source: Compiled and computed from the questionnaires received 
Mobile banking is safe & secure for payment 
I Below 40 years 
I Above 40 years 
I Below 40 years 
I Above 40 years 
Strongly 
Disagree 
Chart 4.17 
Source: Compiled and computed from the questiormaires received 
The response of the customers with regard to getting frequent 
news about cyber crime and phishing attacks in their bank are shown in 
Table 4.20 and Chart 4.18. Only 3% and 2% customers falling in the 
category of below 40 years and above 40 years of age under review 
respectively strongly agree with the statement that they hear about 
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cyber crime or phishing attack in their branch frequently. Furthermore, 
5% customers falling in the category of below 40 years of age agree with 
the statement as compared to 2% customers from the age group of 
above 40 years. While 44% of customers falling in the category of below 
40 years have shown disagreement towards the statement that they hear 
cyber crimes in their banks as compared to 34% of customers falling in 
the category of above 40 years of age who feel the same. 38% of 
customers falling in the category of below 40 years of age have shown 
strong disagreement towards the statement and 44% of customers 
falling in the category of above 40 years of age have shown strong 
disagreement with the statement that they hear about phishing attacks 
and cyber crime in their bank frequently. Rest 10% and 18% of 
customers falling in the category of below 40 years and above 40 years 
of age under review are indifferent to the statement. 
Table 4.20 
Frequent Cyber crimes in Banks 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
3 
2 
Agree 
(%) 
5 
2 
Neither 
Agree 
Nor 
Disagree 
(%) 
10 
18 
Disagree 
(%) 
44 
34 
Strongly 
Disagree 
(%) 
38 
44 
Source: Compiled and computed from the questionnaires received 
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Frequent cyber crime in banks 
120 
100 
80 
60 
40 
20 
I Below 40 years 
I Above 40 years 
Strongly . Agree „ . Strongly 
^ ^ ' Agree ° Disagree ^. ^ ' 
Agree Nor Disagree 
! Disagree 
• Below 40 years 8 12 26 108 92 Chart 4.18 
I • Above 40 years 4 4 38 72 91 
Source: Compiled and computed from the questiomiaires received 
Response of the respondents with regard to error free e-banking 
services delivered to them are shown in Table 4.21 and Chart 4.19.14 % 
of customers from below 40 years of age category strongly agree that 
they get error free e-banking services , whereas 11 % of the customers 
falling in the category of above 40 years of age have shown their strong 
agreement that e-banking services delivered to them are error free. 39% 
and 40% of the customers from both the categories respectively under 
survey agree with the statement that they get e-banking services error 
free. 12% of customers falling in both the groups under review have 
shown disagreement towards the statement. Further, 13% of customers 
falling in the category of below 40 years of age have strong 
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disagreement as compared to 10% of customers falling in the category 
of above 40 years of age who feel the same about the statement that 
error free e-banking services are delivered to them. 22% and 27% of 
customers falling in the age group of below 40 years and above 40 years 
are indifferent regarding the statement. 
Table 4.21 
Error Free E-Banking Service 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
14 
11 
Agree 
(%) 
39 
40 
Neither 
Agree 
Nor 
Disagree 
(%) 
22 
27 
Disagree 
(%) 
12 
12 
Strongly 
Disagree 
(%) 
13 
10 
Source: Compiled and computed from the questionnaires received 
Error free e-banking services 
120 
100 
80 
60 
40 } 
20 
Neither 
I Below 40 years 
I Above 40 years 24 
Strongly . Agree „ . Strongy 
. ^ ' Agree ., Disagree ^. ^ ' 
Agree Nor Disagree 
Disagree 
34 96 54 30 
26 
96 
84 55 
32 
20 
I Below 40 years 
I Above 40 years 
Chart 4.19 
Source: Compiled and computed from the questionnaires received 
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Table 4.22 and Chart 4.20 show the responses of the respondents 
regarding the relationship between e-banking service and time saving. 
35% customers falling in the category of below 40 years of age strongly 
agree with the statement that e-banking services are time saving as 
compared to usual branch banking. On the other hand, 27% of 
customers falling in the category of above 40 years of age have shown 
strong agreement with the statement. 46% and 40 % of customers falling 
in both the categories agree with the statement that e-banking services 
are time saving.lO % and 13% of customers from the category of below 
40 years of age and above 40 years of age respectively are indifferent 
towards the statement.5 % of customers from the category of below 40 
years of age as compared to 12 % of customers from the category above 
40 years have shown disagreement towards the statement. Furthermore, 
4 % and 8 % of customers falling in both the categories under survey 
have shown strong disagreement towards the statement. 
Table 4.22 
E-Banking Services Are Time Saving 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
35 
27 
Agree 
(%) 
46 
40 
Neither 
Agree 
Nor 
Disagree 
(%) 
10 
13 
Disagree 
(%) 
5 
12 
Strongly 
Disagree 
{%) 
4 
8 
Source: Compiled and computed from the questionnaires received 
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E-banking service are time saving 
120 - -
; ^ ^ H ^ ^ 1 • Below 40 years 
; ^ ^ H ~ ^ ^ H ^ ^ ^ H ^ ^ H ^ j B • Above 40 years 
Neither 
Strongly . Agree ^. Strongly 
^ ° Agree '^  Disagree 
Agree Nor Disagree 
Disagree i 
I Below 40 years 87 113 25 12 9 Chart 4.20 
I Above 40 years 55 84 28 26 16 
Source: Compiled and computed from the questionnaires received 
Responses of respondents as regards using e-banking service just 
for balance enquiry and not for any financial transaction are shown in 
Table 4.23 and Chart 4.21. 7% and 13 % respondents from the category 
of below 40 years and above 40 years have shown their strong 
agreement that that they just use e-banking services to check balance 
and not for any financial transaction. Whereas 13 % of customers from 
below 40 years and 26 % of customers from above 40 years of age agree 
that they have limited the use of e-banking service to only checking 
balance. 39% and 42 % customers from both the categories under review 
are indifferent towards the statement. 19 % of customers from below 40 
years and 11 % of customers from above 40 years disagree with the 
statement. 22 % of customers from the category below 40 years have 
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shown their strong disagreement as compared to 8 % of customers from 
the category of above 40 years of age who have shown strong 
disagreement towards the statement that they use e-banking service 
only to check balance and not for any financial transaction. 
Table 4.23 
No Usage Of E-Banking Services For Online Transactions 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
7 
13 
Agree 
(%) 
13 
26 
Neither 
Agree 
Nor 
Disagree 
(%) 
39 
42 
Disagree 
(%) 
19 
11 
Strongly 
Disagree 
(%) 
22 
8 
Source: Compiled and computed from the questionnaires received 
No use of e-banking service for online transaction 
120 .--" - -^  - - ^ ^-
100 [ 
80 
60 
40 
20 
I Below 40 years 
I Above 40 years 
Neither 
J • Below 40 years 
• Above 40 years 
Strongly 
Agree 
18 
28 
Agree 
32 
55 
Agree 
Nor 
Disagree 
97 
88 
Disagree 
46 
22 
Strongly 
Disagree 
53 
16 
Chart 4.21 
Source: Compiled and computed from the questionnaires received 
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Table 4.24 and Chart 4.22 show the responses of respondents 
regarding relationship between using e-banking service and 
incompetence towards using information technology equipments. 
Researcher has found that 20% of customers falling in the category of 
below 40 years strongly believe that incompetence towards usage of 
internet and IT equipments is the reason for not using e-banking 
services as compared to 27% of customers falling in the category of 
above 40 years of age who feel the same.l3 % of customers falling in the 
category of below 40 years as compared to 42 % of customers who feel 
that incompetence towards usage of internet and IT equipments is the 
reason for not using e-banking service upto their satisfaction level. 38% 
of customers falling in the category of below 40 years of age and 13% of 
customers falling in the category of above 40 years of age are indifferent 
regarding the statement. 20% of customers falling in the category of 
below 40 years disagree with the statement as compared to 12% 
customers falling in the category of above 40 years of age. 22% of 
customers falling in the category of below 40 years of age have shown 
strong disagreement as compared to 6% of customers falling in the age 
group of above 40 years of age who strongly disagree with the 
statement that incompetence towards usage of internet and IT 
equipments is the reason for not using e-banking service. 
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Table 4.24 
Non Tech-Saviness Leads To Under Utilization Of E-Banking Services 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
7 
27 
Agree 
(%) 
13 
42 
Neither 
Agree 
Nor 
Disagree 
(%) 
38 
13 
Disagree 
(%) 
20 
12 
Strongly 
Disagree 
(%) 
22 
6 
Source: Compiled and computed from the questionnaires received 
Non tech-saviness leads to under utilisation of e-
banking services 
I Below 40 
I Above 40 
years 
years 
I Below 40 years 
I Above 40 years 
Strongly 
A Agree 
Agree 
18 30 
55 88 
Neither 
Agree ^. Strongly 
° Disagree ^. 
Nor Disagree 
Disagree 
94 49 55 < 
28 26 12 
Chart 4.22 
Source: Compiled and computed from the questionnaires received 
Responses of respondents with regards to satisfactory privacy 
policy of e-banking services are shown in Table 4.25 and Chart 4.23. 
40% of customers falling in the category of below 40 years of age 
strongly agree with the statement that they are satisfied with the 
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privacy policy of e-banking services. Whereas 25 % of customers falling 
in the category of above 40 years have shown their strong agreement 
that privacy policy of e-banking is satisfactory. 41% and 42% of the 
customers from both the categories under survey agree with the 
statement that they are satisfied with the privacy policy of e-banking 
services. 11 % and 12 % of customers falling in both the categories are 
indifferent regarding the statement. While 5% of customers falling in 
the category of below 40 years of age disagree with the statement as 
compared to 11 % of customers falling in the category of above 40 years 
who disagree with the statement. 3% of customers falling in the 
category of below 40 years have shown strong disagreement as 
compared to 10 % of customers falling in the category of above 40 years 
who show strong disagreement on the statement. 
Table 4.25 
Satisfactory Privacy Policy of E-Banking Services 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
40 
25 
Agree 
(%) 
41 
42 
Neither 
Agree 
Nor 
Disagree 
(%) 
11 
12 
Disagree 
(%) 
5 
11 
Strongly 
Disagree 
(%) 
3 
10 
Source: Compiled and computed from the questionnaires received 
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Satisfactory privacy policy of e-banking service 
120 r - -
I J J 
I Below 40 years 
I Above 40 years 
Agree 
Agree 
Neither 
Agree 
Nor 
Disagree 
28 
26 
Disagree 
11 
23 
Strongly 
Disagree 
7 
21 
I Below 40 years 98 102 28 1 7 Chart 4.23 
I Above 40 years 52 87 
J 
Source: Compiled and computed from the questionnaires received 
An account of the response of customers with regard to strict 
implementation of security measures by banks framed by RBI have 
been shown in Table 4.26 and Chart 4.24 . 40% and 28 % of respondents 
from the category of below 40 years of age and above 40 years of age 
have shown their strong agreement and confidence on the steps taken 
by their banks regarding security measures framed by RBI. Whereas 
50% of customers from below 40 years category and 45% customers 
from above 40 years have confidence and agree that security steps that 
have been taken up their bank. 6% and 9 % of customers from both the 
categories under review are indifferent with regard to the steps framed 
by RBI. 2% of customers falling in the category of below 40 years of age 
as compared to 10 % of customers falling in the category of above 40 
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years show disagreement towards the statement. Furthermore, 2% and 
8% of customers from the category of below 40 years and above 40 
years strongly disagree and do not have any confidence towards 
security steps taken by bank. 
Table 4.26 
Strict Implementation of Security Measures By RBI 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
40 
28 
Agree 
(%) 
50 
45 
Neither 
Agree 
Nor 
Disagree 
(%) 
6 
9 
Disagree 
(%) 
2 
10 
Strongly 
Disagree 
(%) 
2 
8 
Source: Compiled and computed from the questionnaires received 
Strict implemntation of security measures by RBI 
strongly 
Agree 
Neither 
Agree Strongly 
Disagree „ . ^ ' 
Nor Disagree 
• Below 40 years 97 
• Above 40 years 59 
Agree 
Disagree 
123 15 6 
94 18 22 
5 
16 
I Below 40 years 
I Above 40 years 
Chart 4.24 
Source: Compiled and computed from the questiormaires received 
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Table 4.27 and Chart 4.25 shows the responses of respondents 
whether they access their internet banking account through their 
personal computer/ laptop. Researcher has found that 16% of 
customers falling in the category of below 40 years of age strongly agree 
that they access internet banking through their personal devices to 
reduce the risk of losing money. Whereas 18% customers falling in the 
category of above 40 years of age have shown their strong agreement 
that they access internet banking account through personal laptop or 
computer. 26% and 28% of customers from both the categories under 
survey agree with the statement. 8% and 4% of customers falling in the 
category of below 40 years and above 40 years of age disagree with the 
statement. 9% of customers falling in the category of below 40 years as 
compared to 3 % of customers falling in the category of above 40 years 
show strong disagreement towards the statement that they access their 
internet banking account through personal devices. Remaining 41% of 
customers falling in the category of below 40 years of age and 47% of 
customers falling in the category of above 40 years of age are indifferent 
regarding the statement. 
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Table 4.27 
Internet Banking Accessed Through Personal Computer/Laptop 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Strongly 
Agree 
(%) 
16 
18 
Agree 
(%) 
26 
28 
Neither 
Agree 
Nor 
Disagree 
(%) 
41 
47 
Disagree 
(%) 
8 
4 
Strongly 
Disagree 
(%) 
9 
3 
Source: Compiled and computed from the questionnaires received 
Internet banking accessed only through personal 
computer/laptop 
120 
100 
80 
60 
40 
20 blr 
Strongly 
Agree Agree 
Neither 
Agree ^. Strongly 
., Disagree ^. 
Nor Disagree 
• Below 40 years 
• Above 40 years 
• Below 40 years 
• Above 40 years 
40 
36 
63 
59 
Disagree 
101 
98 
20 
9 
22 
7 
Chart 4.25 
Source: Compiled and computed from the questionnaires received 
Responses of the respondents w i^th regard to visiting branch are 
shown in Table 4.28 and Chart 4.26. No customer falling in the category 
of below 40 years of age says that they visit branch either weekly or 
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bimonthly. On the other, hand 1% customer falling in the category of 
above 40 years of age visit bank bi-monthly. 19% of customers falling in 
the category of below 40 years of age visit branch monthly, whereas 
65% of customers falling in the category of above 40 years of age 
surveyed visit their bank monthly. While 35% of customers falling in 
the category of below 40 years of age visit the branch quarterly. On the 
other, hand 29% of customers falling in the category of above 40 years 
of age visit the branch quarterly. 46% of customers falling in the 
category of below 40 years of age who visits the branch half yearly or 
more in comparison to 6% of customers falling in the category of above 
40 years of age visit the branch half yearly or more. 
Table 4.28 
Frequency of Visit to the Branch 
Categories 
Below 40 
years 
Above 40 
years 
Responses 
(N) 
246 
209 
Weekly 
(%) 
0 
0 
Bi-
monthly 
(%) 
0 
01 
Monthly 
(%) 
19 
65 
Quarterly 
(%) 
35 
28 
Half-
yearly 
or 
more 
(%) 
46 
6 
Source: Compiled and computed from the questionnaires received 
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Frequency of visit to the branch 
• Below 40 years 
• Above 40 years 
Bi- Half 
1 • Below 40 years 
Weekly 
0 
• Above 40 years 0 
monthly 
0 
2 
Monthly 
46 
135 
Quaterly 
88 
60 
yearly or 
more 
112 
12 
Chart 4.26 
Source: Compiled and computed from the questionnaires received 
4.4 Reliability of Data 
4.4.1 Reliability test on Employees 
Cases 
a. Listwise deletior 
Case Processing Summary of employees 
Valid 
Excluded^ 
Total 
based on all variables in t 
N 
57 
3 
60 
le procedure. 
% 
95.0 
5.0 
100.0 
There were 60 cases included in the analysis and 3 cases 
(potential employees) that were excluded due to missing values. The 
number of valid and excluded cases sums to the number of cases 
("Total" row). The number of valid and excluded cases, as a percentage 
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of the total is provided in "%" column. Here, 95% cases were valid (5% 
cases were excluded). This will not always be the case. 
Cronbach's Alpha 
Cronbach's alpha is presented in the left-hand part of the 
Reliability Statistics of employees table, under the "Cronbach's Alpha" 
column as highlighted below: 
Reliability Statistics of employees 
Cronbach's Alpha 
.959 
N of Items 
11 
In case of employees, Cronbach's alpha (a) is 0.959 which 
indicates a high level of internal consistency of the scale. Higher values 
of Cronbach's alpha are better. Although all recommended values are 
0.7 or higher. The number of items (questions) that make up the scale is 
presented in the "N of Items" column. In case of customers it is 11. 
4.4.2 Reliability test on customers 
Case Processing Summary of customers 
Cases Valid 
Excluded^ 
Total 
N 
455 
0 
455 
% 
100.0 
.0 
100.0 
a. Listwise deletion based on all variables in the procedure. 
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There were 455 cases included in the analysis and no cases 
(potential customers) that were excluded due to missing values, but if 
there were, the number of excluded cases would be found in the 
"Excluded" row. The number of valid and excluded cases sums to the 
number of cases ("Total" row). The number of valid and excluded cases 
as a percentage of the total is provided in "%" column. In this, all cases 
were valid (i.e., 100%). This will not always be the case. 
Cronbach's Alpha 
Cronbach's alpha is presented in the left-hand part of the 
Reliability Statistics of Customers table, under the "Cronbach's Alpha" 
column, as highlighted below: 
Reliability Statistics of employees 
Cronbach's Alpha 
.985 
N of Items 
15 
In case of customers, Cronbach's alpha (a) is 0.985, which 
indicates a high level of internal consistency of the scale. Higher values 
of Cronbach's alpha are better. What constitute a good level of internal 
consistency differs on what source one refer to; although all 
recommends values are 0.7 or higher. The number of items (questions) 
that make up the scale is presented in the "N of Items" column. In case 
of customers it is 15. 
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4.5 Hypotheses testing 
Hypothesis 1 (HI) 
Significance difference is observed between the approaches of the 
two sample groups of customers (below forty years, above forty years) 
regarding security concern as the basic hindrance in using information 
technology related services of State Bank of India at Aligarh city. 
Group Statistics 
Total 
avg. 
categvl 
1 
2 
N 
246 
209 
Mean 
2.607724E0 
2.807018E0 
Std. 
Deviation 
.9886104 
1.0478528 
Std. Error 
Mean 
.0630315 
.0724815 
Since the independent t-test procedure compares the two means, 
it is useful to know what mean values are (customers below 40=2.6077, 
customers above 40= 22.8070). 
Independent Samples Test 
Total 
avg 
Equal 
variances 
assumed 
Equal 
variances 
not 
assumed 
Levene's 
Test for 
Equality of 
Variances 
F 
.926 
Sig. 
.336 
t-test for Equality of Means 
t 
-2.085 
-2.075 
df 
453 
431.867 
Sig. 
(2-
tailed) 
.038 
.039 
Mean 
Difference 
-.1992940 
-.1992940 
Std. Error 
Difference 
.0956009 
.0960549 
95% Confidence Interval 
of the Difference 
Lower 
-.3871702 
-.3880871 
Upper 
-.0114178 
-.0105008 
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Significance value of Levene test is higher here, so equal variance 
assumed is taken into consideration (P=0.3367005). A significance value 
of 0.038 (smaller then 0.05) indicates that there are significant 
differences between the two main groups. Furthermore, the confidence 
interval of mean differences contains zero within its range. This also 
indicates that difference is not significant. If the significance value is 
lower (typically smaller than 0.05), then it can be concluded that there is 
significance difference between the selected two group mean. 
Based on the results of independent t-test (p=0.038<0.05), the 
alternative hypothesis (Hai) is accepted. Therefore, it is discernible that 
significance difference is observed between the approaches of the two 
sample groups of customers (below forty years, above forty years) 
regarding security concern as the basic hindrance in using information 
technology related services of state bank of India at Aligarh city. 
Hypothesis 2 (H2) 
Significance difference is observed between the approaches of the two 
sample groups of customers (below forty years, above forty years) 
regarding using online financial transaction of State Bank of India at 
AHgarh city. 
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Independent t-test compares the two group means (below 40 years of 
customers=2.778. above 40 years of customers=2.7033) 
Group Statistics 
Total 
avg. 
categvl 
1 
2 
N 
246 
209 
Mean 
2.775068E0 
2.703349E0 
Std. 
Deviation 
1.1261646 
1.1185043 
Std. Error 
Mean 
.0718016 
.0773686 
The significance value of Levene test is higher here, so equal 
value assumed is taken into consideration in (P=0.494>0.05) 
Independent Samples Test 
Total 
avg Equal 
variances 
assumed 
Equal 
variances 
not 
assumed 
Levene's 
Test for 
Equality of 
Variances 
F 
.468 
Sig. 
.494 
t-test for Equality of Means 
T 
,679 
.679 
df 
453 
442.138 
Sig. 
(2-
talled) 
.497 
.497 
Mean 
Difference 
.0717185 
.0717185 
Std. Error 
Difference 
.1056114 
.1055527 
95% Confidence Interval 
of ttie Difference 
Lower 
-.1358306 
-.1357288 
Upper 
.2792675 
.2791658 
A significance value of 0.497 (greater than 0.05) indicates that 
there is no significant differences between the two group means. 
Furthermore, the confidence interval for the mean differences contains 
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zero within its range. This also indicates that difference is not 
significant. 
If the significant value is high (typically greater than 0.05) and 
confidence interval for the mean differences contains zero, then it can be 
concluded that there is significance difference between the two group 
means. 
Based on the independent t-test results (P=0.494>0.05), the null 
hypothesis (H02) is accepted. It is concluded that there is no 
significance difference in using online financial transaction of State 
Bank of India at Aligarh city between the approaches of the two group 
of customers (below forty years, above forty years) . 
Hypothesis 3 (H3) 
Significance difference is observed between the approaches of the 
two sample groups of customers (below forty years, above forty years) 
regarding using e-banking services as status symbol by not visiting the 
branches of State Bank of India at Aligarh city. 
Independent t-test compares the two group means (below 40 
years of customers=2.957, above 40 years of customers=2.914) 
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Group Statistics 
Total 
avg. 
categvl 
1 
2 
N 
246 
209 
Mean 
2.956640E0 
2.913876E0 
Std. 
Deviation 
.9772555 
1.0490247 
Std. Error 
Mean 
.0623075 
.0725626 
Independent t-test compares the two group mean. The 
significance value of Levene test is higher, so equal value assumed is 
taken into consideration (P=0.140>0.05) 
Independent Samples Test 
Total 
avg Equal 
variances 
assumed 
Equal 
variances 
not 
assumed 
Levene's 
Test for 
Equality of 
Variances 
F 
2.184 
Sig. 
.140 
t-test for Equality of Means 
T 
.450 
.447 
df 
453 
429.549 
Sig. 
(2-
tailed) 
.653 
.655 
Mean 
Difference 
.0427640 
.0427640 
Std. Error 
Difference 
.0950929 
.0956428 
95% Confidence Interval 
of the Difference 
Lower 
-.1441141 
-.1452222 
Upper 
.2296420 
.2307502 
A significance value of 0.653 (greater than 0.05) indicates that 
there is no significant difference between the selected two group means. 
Furthermore, the confidence interval of mean difference contains 
zero within its range. This indicates that the difference is not significant. 
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From statistical results of independent t-test (P=0.653>0.05), the 
null hypothesis (H03) is accepted at 5 % level of significance . Therefore 
it can be concluded that there is no significance difference between the 
approaches of the two sample group of customers (below forty years, 
above forty years) regarding using e-banking services as status symbol 
by not visiting the branches of State Bank of India at Aligarh city. 
Hypotheses 4 (H4) 
Significance difference is observed between the approaches of the 
two sample groups of employees (below forty years, above forty years) 
regarding finding their work easier and more interesting due to 
introduction of information technology at State Bank of India at Aligarh 
city. 
Independent T-test compares the group means. It is useful to 
know what the mean value are (below 40 years of employees=2.16, 
above 40 years of employees= 2.03) 
Group Statistics 
Total 
avg. 
Category 
1 
2 
N 
23 
34 
Mean 
2.16 
2.03 
Std. Deviation 
.796 
.836 
Std. Error 
Mean 
.166 
.143 
189 
^Effect of Information TecHnobgy on 'Employees amf Customers of State (Ban^oflmGa, 
Jiligarfi City.AnAnafysis 
The significance value of Levene test is higher, so equal value 
assume is taken into consideration (P=0.821>0.05). 
Independent Samples Test 
Total 
avg Equal 
variances 
assumed 
Equal 
variances 
not 
assumed 
Levene's 
Test for 
Equality of 
Variances 
F 
.052 
Sig. 
.821 
t-test for Equality of IVIeans 
t 
.593 
.599 
df 
55 
48.908 
Sig. 
(2-
tailed) 
.556 
.552 
Mean 
Difference 
.131 
.131 
Std. Error 
Difference 
.222 
.219 
95% Confidence Interval 
of the Difference 
Lower 
-.313 
-.310 
Upper 
.575 
.572 
A significance value of 0.556 (greater than 0.05) indicates that 
there is no significance difference between the two groups means. 
Furthermore, the confidence interval for the mean difference contains 
zero within its range. This also indicates that difference is not 
significant. 
If the significance value is higher (typically greater than 0.05) and 
the confidence interval for the mean difference contains zero, then it can 
be concluded that there is significance difference between the two 
group means. 
Based on the statistical analysis of independent t-test (P=0.556 > 
0.05), the null hypothesis (H04) is accepted. Therefore, it can be 
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concluded that statistically there is no significance difference between 
the approaches of the two sample groups of employees i.e. below 40 
years and above the 40 years regarding the statement that induction of 
information technology by State Bank of India at Aligarh city make 
their work easy and interesting. 
4.6 Conclusion and Summary 
Data from primary source have been collected for this study 
through a well design questionnaire for eliciting customers' perception 
towards the effect of Information technology in banking industry with 
special reference to State Bank of India at Aligarh city. The 
questionnaire has been administered on a sample of 550 customers 
randomly selected from 14 branches at Aligarh. 455 were returned back. 
In addition to that, a separate designed questionnaire was served to the 
employees of State Bank of India at Aligarh city to know whether the 
introduction of information technology has made work easier and 
interesting or not. A total of 155 questionnaire were distributed out of 
which 57 were returned back. 
With the application of statistical tools, the data has been 
analysed and interpreted . The results have been applied to test 
hypotheses formulated for this study. The outcome revealed that out of 
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the four hypotheses framed, two null hypotheses were tested negative 
and remaining two stands accepted. 
The next chapter concludes this study. It consolidates the finding 
derived from the analysis and interpretation of data and formulates 
suggestion for successful implementation of information technology 
related policies in banking industry in India. 
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CHAPTER 5 
FINDINGS, CONCLUSIONS AND 
SUGGESTIONS 
5.1 Introduction 
This chapter sums up the findings of the study, suggestions, 
recommendations to the bank and customers, and suggestions for 
future research. 
Primary Data was collected from customers and employees of 
State Bank of India. Then the collected data was analyzed and 
interpreted in line with the aims of the study. This chapter summarizes 
the findings emerged from analysis of the results pertaining to various 
aspects on the role of information technology in banking industry. Few 
suggestions have been recommended for the efficient functioning and 
effective management of the banking industry in today's competitive 
environment. 
5.2 Findings and Conclusions of the Study 
The shape and form of doing banking business is changing all 
around the world and the effect of the same can be seen on Indian 
banking industry as well. The process of liberalisation , privatisation 
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and globalisation has opened new areas for banks to increase their 
revenue by diversifying their business. The banking sector reforms and 
introduction of e-banking has made structural changes in service 
quality, managerial decisions, operational performance, profitability 
and productivity of the banks. 
The Government of India and Reserve Bank of India had taken 
several steps to facilitate the banks to compete in this transformed 
environment. As a regulator and supervisor, the central bank RBI had 
made considerable progress in facilitating the development of electronic 
system and in upgrading technology with a view to establish an 
efficient and secure system functioning in a changing environment 
which has further helped the development of electronic banking in 
India. 
From the result obtained, as shown, the majority of employees of 
State Bank of India falling in the category of below 40 years strongly 
agree that with the introduction of computers in their branches, the 
work has become easier where as in case of employees surveyed, who 
fall in the category of above 40 years of age, agree but not as strongly as 
employees falling in the age group of below 40 years of age. Group of 
employees who fall in the category of below 40 years readily accept the 
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introduction of computers as compared to employees falling in the 
category of above 40 years of age. 
From the results obtained, it can be clearly seen that employees of 
State Bank of India strongly agree that Core Banking Solution has made 
work easier while maximum employees above 40 years do not strongly 
agree but agree to the same statement. This shows that age group does 
not have an influence on employees as regards to acceptance/non-
acceptance of newer methods of working or technological advancement 
in their respective field of work. Below 40 years of age, one is more 
receptive to change, so they readily accept the CBS in their respective 
branches whereas employees above 40 years of age do not accept it as 
readily as the other selected sample group accepts. 
It can be further deduced that both the category of employees of 
State Bank Of India agree that e-banking has reduced their workload 
but as compared to the group of above 40 years of age , group of below 
40 years of age employees strongly agree with the statement. Whereas, 
half of the employees falling in the category of above 40 years accept 
that e-banking has reduced their work load. 
It is evident from the analysis that employees falling in both the 
categories reviewed either agree or strongly agree with the statement 
that they feel a sense of upliftment while working on Information 
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Technology equipments. But as compared to employees falling in the 
category of above 40 years of age, more employees falling in the 
category of below 40 years strongly agree with the statement. 
It can also be inferred that more than half of employees surveyed 
at State Bank of India, falling in the category of below 40 years of age 
strongly agree that they feel confident while working on computer is 
due to the fact they had been familiar with computers earlier also . 
Whereas employees of State Bank of India falling in the category of 
above 40 years of age just agree with the statement. It can be inferred 
that employees below 40 years of age are more readily adjusted to the 
changing environment. 
On the statement about handling of e-banking queries, more 
employees falling in the category of above 40 years of age agree that 
they alone can solve all the queries as compared to employees falling in 
the category of below 40 years of age. 
Furthermore it seems that both the category of employees 
surveyed almost equally agree and strongly agree with the statement 
that due to continuous usage of IT equipments their working style and 
knowledge has improved. 
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Almost similar response was also found on the statement , 
exhaustion due to continuous work on computers, where similar 
response was received from both the groups of employees surveyed at 
State Bank of India . 
It has been found that both the category of employees surveyed 
either agree or strongly agree with the statement that their work load 
has increased due to introduction of IT equipments. Greater number of 
employees in the age group of above 40 years agree that their work load 
has increased due to introduction of IT equipments. 
Employees of State Bank of India falling in the category of below 
40 years, disagree and strongly disagree with the statement that they 
get frustrated due to technical difficulties while operating IT 
equipments. Whereas majority of the employees falling in the category 
of above 40 years strongly agree and agree with the statement. As, 
below 40 years group of employees have the knowhow on regular 
issues in operating IT equipments. They can easily adapt to the 
conditions as compared to employees who are above 40 years of age. 
The responses of majority of the employees of State Bank of India 
falling in the category of above 40 years of age either strongly agree or 
agree with the statement that working on IT equipments is cumbersome 
for them. On the other hand, employees falling in the category of below 
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40 years of age either disagree or strongly disagree with the statement 
as this group of employees have more knowledge and exposure in 
dealing with IT equipments. 
Statistical measures in terms of independent t-test (0.556) is also 
indicating that there is no significance difference among the employees 
regarding finding their work easier and interesting due to introduction 
of information technology at State Bank of India. Even though, it is 
evident in descriptive analysis (percentage analysis) that there is 
difference among the approaches of the selected two groups on two 
statements. Technical difficulties while operating IT equipments and IT 
equipments are cumbersome to use shows significance difference where 
opposite responses were as observed by the researcher. 
The independent t-test has been used to compare the mean values 
of selected sample groups i.e. below 40 years of age and above 40 years 
of age. The result shows that the null hypothesis (H04) has been 
accepted @ 5% level of significance, as the calculated value have been 
found out to be more than table value. 
Customers of State Bank of India falling in the category of below 
40 years of age strongly agree with the statement that they feel 
confident while using e-banking related services as compared to the 
customers of State Bank of India falling in the category of above 40 
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years of age. The difference is also visible among the selected samples 
where customers falling in the category of above 40 years of age are not 
sure whether they feel confident or not, as customers falling in the 
category of below 40 years of age are not hesitant to take risk as 
compared to their counterparts surveyed. 
It is evident that customers falling in both the categories whether 
below 40 years of age or above 40 years of age either disagree or 
strongly disagree with the statement that they hear C3^ ber 
crimes/phishing attacks in their banks. This shows that bank is doing 
its best in preventing cyber crimes and the customers surveyed are 
satisfied with the e-banking services provided by their banks in safe 
manner. 
Further it is also evident from the response of the respondents 
falling in both the categories that e-banking services provided by their 
banks are error free, as majority of the customers surveyed agree with 
the statement. 
Customers falling in the category of below 40 years of age 
strongly agree with the privacy policy of the banking services like 
internet banking, phone banking and mobile banking as compared to 
the customers falling in the category of above 40 years of age, who 
agree with the statement. 
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Furthermore, it seems that customers of State Bank of India 
falling in the category of below 40 years of age strongly feel that their 
bank has strictly implemented the security measures framed by the 
central bank of India, RBI, whereas customers falling in the category of 
above 40 years of age do not strongly agree with the statement. 
A similar kind of response was found among the respondents 
falling in both the categories surveyed where majority of the 
respondents neither agree nor disagree on whether they access their 
internet banking account from their Personal computer or Laptop. This 
shows reluctance on the part of customers to deliver information 
regarding their personal way of operating their account, whether from 
PC or laptop. Unclear responses are also received from both the 
categories under survey. 
Statistical analysis has provided evidence that significance 
difference is observed among the selected sample groups i.e. customers 
below 40 years of age and customers above 40 years of age in using IT 
related services due to security issues. Statistical measures on 
independent t-test (0.038 < 0.05) also indicate the significance difference 
among the selected two sample groups. 
The independent t-test has been used to test whether there is 
significance difference among the customers of State Bank of India in 
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using Information Technology related services due to security issue. 
The null hypothesis (Hoi) has been rejected at 5% of level of significance 
as the calculated value of t-test is lower than the table value. 
It is evident from the responses of respondents that customers of 
the State Bank of India falling in the category of below 40 years of age 
accept that they use e-banking services also because it is a status symbol 
as compared to the customers falling in the category of above 40 years 
of age who do not feel the same. The latter group uses it more because 
of its utility. 
Slight difference was found among the responses of respondents 
on the statement that e-banking services are time saving which shows 
that both the group surveyed have the same opinion about the 
statement. 
On the statement about the customers' visits to the branch, no 
customers surveyed falling in the category of below 40 years of age say 
that they visit the branch either weekly or bi-monthly. Majority of the 
customers falling in the category of above 40 years of age visits the 
branch monthly to withdraw their salary or pension encashment. 
Maximum number of customers falling in the category of below 40 
years of age surveyed visit the bank's branch at half yearly or more 
201 
'Fiiu&ngs, ConcCttsiom and Suggestions 
duration as customers falling in this category enjoys the banking 
services more in electronic form. 
Statistical analysis has provided evidence that customers of State 
Bank of India falling in the category of below 40 years of age use e-
banking services because it is also a status symbol by not visiting the 
branch, as compare to above 40 years of age group customers shown in 
descriptive analysis (percentage analysis) who do not feel the same. 
Statistical measure in terms of independent t-test (0.653>0.05) 
contradicting with the descriptive analysis states there is no significance 
difference among the customers of State Bank of India in using e-
banking services as a status symbol, hence null hypothesis (H03) is 
accepted. 
From the response of respondents, it is evident that majority of 
the customers falling in the category of below 40 years of age feel that 
payment made through internet banking is safe and secure as compared 
to the customers of State Bank of India falling in the category of above 
40 years of age where very few customers feel the same. It is also 
evident that the customers falling in the category of above 40 years of 
age are not sure whether the payment made is safe and secure via 
internet banking. 
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It can further be deduced that a similar kind of response was 
found among the customers of State Bank of India falling in both the 
categories. Majority of the customers falling in both the categories 
strongly agree or agree with the statement that ATM/Debit card is safe 
and secure for making online payment. 
On the statement, credit card is safe and secure for online 
payment, it is evident from the responses that customers above 40 years 
of age use credit card more frequently as compared to the customers 
below 40 years of age. This could be indicative that customers of SBI 
above 40 years of age are in much better financial position than their 
counterparts. 
It is discernible from the information that payment made by 
mobile banking is safe and secure where huge number of customers 
falling in the category of below 40 years of age either strongly agree or 
agree as compared to the customers falling in the category of above 40 
years of age. Whereas majority of the customers of State Bank of India 
falling in the category of above 40 years of age either disagree or 
strongly disagree that online payment via mobile banking is safe and 
secure. 
Furthermore, it seems that large number of customers falling in 
the category of above 40 years of age agree and strongly agree with the 
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Statement that they use e-banking service just to know the account 
balance information and not for any online financial transactions. 
Customers falling in the category of below 40 years of age strongly 
disagree with the statement which shows that they use it, not just to 
check account balance but also for making online transactions. 
It can be inferred from the responses of the respondents that 
majority of the customers of State Bank of India falling in the category 
of above 40 years of age feel that they are unable to use e-banking 
services because they do not possess the required knowledge for 
operating e-banking services that leads to underutilisation of e-banking 
services. On the other hand, majority of the customers falling in the 
category of below 40 years of age strongly disagree and disagree with 
the statement which shows that they possess the required exposure for 
operating any e-banking service. 
Statistical evidence has provided information that differences 
among the responses of the customers of State Bank of India was found 
on payment via mobile banking, using e-banking service only to check 
balance and underutilisation of e-banking services due to technical 
knowhow in operating these services. Statistical measures in terms of 
independent t-test (0.497>0.05) which indicates no significance 
difference among the selected sample groups of State Bank of India. 
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Independent t-test has been used to test the significance 
difference among the selected sample groups i.e. below 40 years and 
above 40 years in using online mode of payment over traditional branch 
payment. The null hypothesis (H02) is accepted at 5% level of 
significance as the calculated value is higher than the table value. 
5.3 Suggestions 
Based on research findings and suggestions received from 
respondents through questionnaires (as one separate portion was about 
the suggestion from the respondents - See Annexure 1 and 2), 
following are some important suggestions for successful 
implementation of information technology in banking industry. 
5.3.1 Banks 
Bank should consider to train many employees to tackle critical 
information technology related jobs. Employees should be considered 
for cross training in critical functions and document operating 
procedures. 
Option of back up sites should be considered by banks' critical 
payment systems which interact with the systems at the data centres of 
Reserve Bank of India. 
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Banks need to follow a planned process to develop awareness 
programs through the stages of planning and design, execution and 
management evaluation and course correction. These programs should 
be customised for the particular audience like banks' customer, 
employees, law enforcement personnel, fraud risk professional, media 
partners, etc. 
A positive way to create employee awareness is to reward 
employees who have gone beyond the call of duty and prevented 
electronic frauds. Details about the employees receiving the award may 
be given due coverage. 
When online fraud occurs, since the jurisdiction is not clear, there 
is uncertainty on where the police complaint should be filed and 
customer/banks have to run from one police station to another on the 
point of jurisdiction. Cyber crime cells are not present in every part of 
the country. Even if they are present, they are not much active. The 
matter of having separate cell in each police department, certified to 
register complaint from banks and get the investigation started on the 
same day needs urgent attention. 
In case of shared ATM network scenario, when the card of 
another bank is used to do fraud, there is lack of clarity regarding 
report of such a theft/fraud. There should be proper guidelines to avoid 
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such type of confusion that whether it has to be reported to the central 
bank RBI or elsewhere. 
A qualified and independent information technology strategy 
committee should be set up. All the committee members should be 
technically competent and atleast one member of that committee should 
have substantial IT expertise in managing technology related issues. 
Banks should need to ensure that data security measures are well 
framed. Further, the integrity and consistency of all critical data stored 
in electronic form such as databases, data ware houses and data 
archives are well secured. 
Banks should regularly scan for risk bearing IP addresses 
discovered flaws proactively to avoid the risk of having their data 
compromised. Automatic scanning tools should be used against all 
systems in their network on regular basis. 
A customer should not be forced to opt for any e-banking service, 
whether it is ATM/debit card, credit card, mobile banking, internet 
banking or phone banking. These services are only issued at customer's 
written or authentic electronic request along with an acknowledgement 
of conditions from the customer. Banks should provide clear 
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information about the do's and dont's to the e-banking customer, the 
possible risks and benefits of using e-banking deUvery service. 
Banks' investment in information technology should be properly 
balanced for sustaining banks' growth in a positive direction. 
Regular check on the performance of information technology 
equipments management, needs to be done to ensure the delivery of e-
banking services on time and in a cost effective manner. 
A compulsory instant SMS should be sent to the customer on 
their registered mobile number on every debit/credit from their 
account. It should be mandatory for every customer to register mobile 
number. 
In case the ATM's are managed by external agencies, there should 
be a compulsion of doing physical inspection during maintenance or 
cash replacement to stop skimming of cards by the banks' staff once in a 
day. 
Placement of atleast one security person at every ATM location. 
ATMs problem of card blockage and machine out of cash on non 
working days are frequent problems faced by customers. This should be 
resolved on priority basis. 
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Frequent messages about use of IT equipments for committing 
frauds like phishing, data base hacking, server hacking, card cloning etc 
should directly be sent to the customers either by Reserve Bank of India 
or from the respective banks of the customer. 
Banks invent and explore more usage of biometric cards and 
issue these cards to illiterate customers who may not be using this 
service due to technical difficulty faced by them. 
In case of internet banking online session needs to be 
automatically terminated after certain period of time unless the 
customer is re-authenticated for the existing sessions. It will prevent the 
attacker from keeping an internet banking session alive independently. 
Name and contact number of the complaint redressal authority 
officer who s dealing with e-banking frauds should be made known 
and widely publicized. Assigned officer should ensure the genuine 
grievances of customers are redressed without any undue delay. 
Appropriate carefulness should be taken before recruitment of an 
employee and vendors to prevent known fraudsters or people with 
fraudster motives to have direct access to bank's channel. 
A. separate email ID for customer to report any fraud related 
activity should be created by banks that banks may notify. A team can 
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be created to reply customer queries and concerns through the 
particular email id created by bank. Phone banking officer and branch 
staff should also be well versed to handle regular e-banking queries and 
concern on frauds. 
Measures should be taken to create awareness about the possible 
e-banking frauds among the customer. Some of them are: 
a) Regular publication in national dailies. 
b) Detailed dos and dont's on the website of the bank. 
c) Detailed dos and don'ts in the premises of ATM's. 
d) Messages along with the statement of accounts, whether physical 
or digital. 
e) Printed messages on banks stationery like envelopes, cards, 
ATM's slips etc. 
f) Dedicated programs on televisions and radios. 
Banks should ensure that the messages for the customers should 
be simple and aimed at making them aware about the possible fraud 
risks. 
ATM's are the fastest mode of payment in cash. So, the banks 
should increase the number of onsite and off site ATMs. 
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Withdrawal limit via ATM's should be increased every year as 
the value of money is decreasing day to day. 
Cash storage/holding facility of every ATM should be increased 
as most of the ATM's runs out of cash on holidays. 
5.3.2 Customers 
If any new feature or function, specially related with security, 
integrity and authentication are being introduced by the banks, the 
customers should ensure that they are well aware about the procedures 
and steps to be able to properly utilise the service. 
All the customers should register their mobile number with the 
banks to receive any transaction alert. If the mobile number is changed 
then the customer should update it with the bank. 
Suitable security measures should be taken by the customers to 
protect their devices and customer systems and should ensure that the 
reliability is not compromised with. While using internet banking, 
customer should implement all the measures advised by the banks 
regarding protecting their devices or computers which are being used 
for accessing the service. 
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Customer should adopt various security precautions and 
practices in protecting their devices and computers. They should avoid 
conducting financial transactions from public or internet cafe. 
Customer contact information is critical for verifying the 
authencity of any financial transaction or for stopping a fraud. Updated 
full information about the customer will be useful in fraud detection 
and timely action by the banks against the fraudster. 
Customer should attend awareness programs (if arranged by the 
bank) arranged by the banks, to have the knowledge about the latest 
changes if any. 
5.4 Direction for Future Research 
The present study has made an attempt to judge the role of 
information technology in banking industry. To assess the effect of e-
banking services on customers and on the employees of State Bank of 
India. There still remains a viable prospect for future research. 
1. This study was conducted on the customer and employees of 
State Bank of India, one of the oldest banks in the country. The 
study can be done on private bank or foreign banks. 
2. Categorisation of sample was on the age basis. Categorisation can 
be done on the basis of income level, marital status, educational 
qualification and other demographic differences. 
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3. The study has been focused only on the role of information 
technology in banking industry. The impact of information 
technology on banks profitability has been ignored which can 
give a good platform for future research. 
4. This research can further be continued with a large sample size 
to identify the expectations of the customers. 
5. Research can also be done to study the human values in times of 
electronic banking system in Indian banking industry. 
6. Strategies for successful implementation of e-banking/internet 
banking services in the Indian landscape is also a good area for 
going into research in future. 
7. A comparative study on Indian and foreign customers' 
perspective towards e-banking services can be an interesting area 
too. 
8. A study on impact of Information Technology Act in 
safeguarding the customers using e-banking services can be a 
milestone in this area. 
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Annexure No. 1 
Questionnaire Part I 
For Customers 
This part of questionnaire was furnished to the customers of State 
Bank of India, Aligarh City. 
There is no wrong or right answer, respondents need to give their opinion on "5 point scale'' 
where, 
1= Strongly Agree, 
2=Agree, 
3= Neither Agree Nor Disagree, 
4=Disagree 
5=Strongly Disagree 
S.NO 
1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
STATEMENT 
You feel confident while using e-banking services. 
You use e-banking services more so because it is a 
status symbol. 
Payment made via internet banking is safe and secure. 
Payment made via ATM/Debit card is safe and 
secure. 
Payment made via Credit card is safe and secure. 
Payment made via Mobile banking is safe and secure. 
You frequently hear about cyber crimes/phishing 
attacks being committed in your bank. 
E-banking services of your bank are error free. 
E-banking services are time saving. 
You use e-banking services just to check balance and 
not for any online transaction. 
Incompetence towards usage of internet and 
information technology equipments is the reason for 
not using e-banking services by you. 
The privacy policy of the internet banking, phone 
banking and mobile banking are satisfactory. 
The security measures framed by R.B.I regarding e-
banking are implemented strictly by the bank. 
You are particular about accessing your internet bank 
account from your personal computer or laptop only. 
C 0) 
O H^ 
en < 
0) 
0) 
< 
0) 
u 
0 
^ a 
For next statement use, 
1= Weekly, 
2=Bi-Monthly, 
3= Monthly, 
4=Quarterly, 
5=Half yearly or more. 
This question is asked to know the frequency of visiting banks branch. 
S.NO 
15 
Question/ Statement 
How frequently you visit your bank 
branch 
Weekly Bi-
monthly 
Monthly Quarterly Half-
yearly 
or more 
16. Name of the branch. 
Respondents profile: 
Name: 
Age: 
Your comments and suggestions are welcome 
Annexure No.2 
Questionnaire Part II 
For Employees 
This part of questionnaire was furnished to the employees of State 
Bank of India, Aligarh City. 
There is no wrong or right answer, respondents need to give their opinion on "5 point scale", 
where, 
1= Strongly Agree, 
2=Agree, 
3= Neither Agree Nor Disagree, 
4=Disagree, 
5=Strongly Disagree, 
s. 
No 
1 
2 
3 
4 
5 
6 
7 
Statement 
You find work easier with the introduction of 
computers in your branch 
Core banking solution reduced work pressure 
The work load has reduced with introduction 
of e-banking services 
Working on latest IT equipments gives you a 
sense of upliftinent 
Knowledge of computers make you feel 
confident 
You alone can solve almost all the queries 
regarding e-banking services 
Continues usage of IT equipment's has 
improved your working style and knowledge. 
0 ^ 
^ < 
u 
< 
u 
o; W5 o 
^ < z 
0) 
8 
9 
10 
11 
Long hours of work on computers are 
exhausting for you 
Work load has increased with the introduction 
of IT in your bank. 
Technical difficulties frustiate you a lot while 
operating IT equipments 
Working on IT equipments is cumbersome for 
you 
12. Name of the branch. 
Respondents profile: 
Name: 
Age: 
Your comments and suggestions are welcome 
Annexure 3 
Employees' Responses Used For Evaluation Purpose 
Statements 
Computer 
Makes Work 
Easier 
Core 
Banking Has 
Reduced 
Work 
Pressure 
E-Banking 
Has Reduced 
Work Load 
Working on 
IT 
Equipment 
Gives Sense 
of 
Upliftment 
Confidence 
Due To 
Computer 
Knowledge 
Can Handle 
e-Banking 
Queries 
Independentl 
y 
Improved 
Working 
Style & 
Knowledge 
Due To 
Continuous 
Usage 
Exhaustion 
Due To 
Continuous 
Categorie 
s 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
Response 
s 
(N) 
23 
34 
23 
34 
23 
34 
23 
34 
23 
34 
23 
34 
23 
34 
23 
StrongI 
y 
Agree 
15 
6 
6 
10 
11 
12 
8 
7 
13 
9 
2 
2 
9 
11 
8 
11 
Agre 
e 
5 
19 
13 
19 
10 
17 
13 
17 
8 
16 
11 
19 
13 
21 
12 
19 
Neither 
Agree 
Nor 
Disagre 
e 
2 
5 
1 
2 
2 
3 
2 
7 
2 
6 
6 
8 
1 
2 
2 
1 
Disagre 
e 
1 
4 
2 
2 
0 
2 
0 
2 
0 
2 
2 
3 
0 
0 
1 
2 
StrongI 
y 
Disagre 
e 
0 
0 
1 
1 
0 
0 
0 
1 
0 
1 
2 
2 
0 
0 
0 
1 
Contact with 
Computer 
Introduction 
of IT has 
Resulted in 
Increased of 
Work Load 
Frustration 
Due to 
Technical 
Difficulties 
IT 
Equipments 
are 
Cumbersome 
to Use 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
34 
23 
34 
23 
34 
23 
34 
6 
14 
3 
13 
1 
8 
14 
18 
6 
14 
2 
19 
0 
2 
2 
3 
2 
4 
2 
0 
9 
2 
10 
1 
1 
0 
3 
2 
8 
2 
Source: Compiled and computed from questionnaires received. 
Annexure 4 
Customers' Responses Used For Evaluation Purpose 
Statements 
Confidence 
Level 
E-Banking Is 
Status Symbol 
Payment 
through 
Internet 
Banking Is Safe 
& Secure 
Payment 
Through 
ATM's/Debit 
Card Is Safe & 
Secure 
Credit Card 
Are Safe & 
Secure 
Mobile Banking 
Is Safe & Secure 
Frequent Cyber 
crime in Banks 
Error Free E-
Banking Service 
E-Banking 
Categori 
es 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Respons 
es 
(N) 
246 
209 
246 
209 
246 
209 
246 
209 
246 
209 
246 
209 
246 
209 
246 
209 
246 
Strongl 
y 
Agree 
70 
25 
30 
32 
34 
26 
88 
55 
64 
55 
46 
13 
8 
4 
34 
24 
87 
Agree 
96 
67 
66 
27 
86 
11 
112 
84 
86 
84 
52 
27 
12 
4 
96 
84 
113 
Neithe 
r 
Agree 
Nor 
Disagr 
ee 
33 
62 
84 
67 
64 
84 
26 
28 
34 
24 
98 
39 
26 
38 
54 
55 
25 
Disagr 
ee 
25 
21 
40 
45 
30 
55 
11 
24 
30 
26 
27 
97 
108 
72 
30 
26 
12 
Strongl 
y 
Disagr 
ee 
22 
34 
26 
38 
32 
20 
9 
18 
32 
20 
23 
33 
92 
91 
32 
20 
9 
Services Are 
Time Saving 
No Usage Of E-
Banking 
Services For 
Online 
Transactions 
Non Tech-
Saviness Leads 
To Under 
Utilization Of 
E-Banking 
Services 
Satisfactory 
Privacy Policy 
of E-Banking 
Services 
Strict 
Implementation 
of Security 
Measures By 
RBI 
Internet 
Banking 
Accessed 
Through 
Personal 
Computer/Lap 
top 
Frequency of 
Visit to the 
Your Branch 
Source: Compiled 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Category 
Below 40 
years 
Above 40 
years 
and comput 
209 
246 
209 
246 
209 
246 
209 
246 
209 
246 
209 
Category 
246 
209 
3d from que 
55 
18 
28 
18 
55 
98 
52 
97 
59 
40 
36 
Weekly 
0 
0 
stionnaire 
84 
32 
55 
30 
88 
102 
87 
123 
94 
63 
59 
Bi-
monthl 
y 
0 
2 
3 receivec 
28 
97 
88 
94 
28 
28 
26 
15 
18 
101 
98 
Monthl 
y 
46 
135 
26 
46 
22 
49 
26 
11 
23 
6 
22 
20 
9 
Quarter 
ly 
88 
60 
16 
53 
16 
55 
12 
7 
21 
5 
16 
22 
7 
Half 
yearly 
or more 
112 
12 
Annexure 5 
Employees' Response In Percentage 
Statements 
Computer 
Makes Work 
Easier 
Core 
Banking Has 
Reduced 
Work 
Pressure 
E-Banking 
Has Reduced 
Work Load 
Working on 
IT 
Equipment 
Gives Sense 
of 
Upliftment 
Confidence 
Due To 
Computer 
Knowledge 
Can Handle 
e-Banking 
Queries 
Independent! 
y 
Improved 
Working 
Style & 
Knowledge 
Due To 
Continuous 
Usage 
Exhaustion 
Due To 
Continuous 
Categoric 
s 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
Response 
s 
(N) 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
Strongl 
y 
Agree 
65 
18 
26 
29 
48 
35 
34 
20 
bl 
26 
9 
6 
35 
32 
35 
32 
Agre 
e 
22 
56 
57 
56 
43 
50 
bl 
50 
35 
47 
47 
56 
52 
56 
52 
56 
Neither 
Agree 
Nor 
Disagre 
e 
9 
15 
4 
6 
9 
9 
9 
21 
8 
18 
26 
23 
9 
3 
9 
3 
Disagre 
e 
4 
11 
9 
6 
0 
6 
0 
6 
0 
6 
9 
9 
4 
6 
4 
6 
Strongl 
y 
Disagre 
e 
0 
0 
4 
3 
0 
0 
0 
3 
0 
3 
9 
6 
0 
3 
0 
3 
Contact with 
Computer 
Introduction 
of IT has 
Resulted in 
Increased of 
Work Load 
Frustration 
Due to 
Technical 
Difficulties 
IT 
Equipments 
are 
Cumbersome 
to Use 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
100 
100 
100 
100 
100 
100 
26 
41 
13 
38 
4 
24 
61 
53 
26 
41 
9 
56 
0 
6 
9 
9 
9 
11 
9 
0 
39 
6 
44 
3 
4 
0 
13 
6 
34 
6 
Source: Compiled and computed from questionnaires received. 
Annexure 6 
Customers' Responses In Percentage 
Statements 
Confidence 
Level 
E-Banking Is 
Status Symbol 
Payment 
through 
Internet 
Banking Is Safe 
& Secure 
Payment 
Through 
ATM's/Debit 
Card Is Safe & 
Secure 
Credit Card 
Are Safe & 
Secure 
Mobile Banking 
Is Safe & Secure 
Frequent Cyber 
crime in Banks 
Error Free E-
Banking 
Service 
E-Banking 
Categori 
es 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
Respons 
es 
In 
Percenta 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
Strong 
Agree 
28 
12 
12 
15 
14 
12 
36 
26 
26 
26 
19 
6 
3 
2 
14 
11 
35 
Agree 
39 
32 
27 
13 
35 
11 
46 
41 
35 
41 
21 
13 
5 
2 
39 
40 
46 
Neithe 
r 
Agree 
Nor 
Disagr 
ee 
14 
30 
34 
32 
26 
40 
11 
13 
14 
11 
40 
19 
11 
18 
22 
27 
10 
Disagr 
ee 
10 
10 
16 
22 
12 
26 
4 
11 
12 
12 
11 
46 
44 
34 
12 
12 
5 
Strongl 
y 
Disagr 
ee 
9 
16 
11 
18 
13 
10 
3 
9 
13 
10 
9 
16 
38 
44 
13 
10 
4 
Services Are 
Time Saving 
No Usage Of E-
Banking 
Services For 
Online 
Transactions 
Non Tech-
Saviness Leads 
To Under 
Utilization Of 
E-Banking 
Services 
Satisfactory 
Privacy Policy 
of E-Banking 
Services 
Strict 
Implementatio 
n of Security 
Measures By 
RBI 
Internet 
Banking 
Accessed 
Through 
Personal 
Computer/Lap 
top 
Frequency of 
Visit to the 
Your Branch 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Below 40 
years 
Above 40 
years 
Category 
Below 40 
years 
Above 40 
years 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
27 
7 
13 
7 
27 
40 
25 
40 
28 
16 
18 
Weekly 
0 
0 
40 
13 
26 
13 
42 
41 
42 
50 
45 
26 
28 
Bi-
month 
ly 
0 
1 
13 
39 
42 
38 
13 
11 
12 
6 
9 
41 
47 
Monthl 
y 
19 
65 
12 
19 
11 
20 
12 
5 
11 
2 
10 
8 
4 
Quarter 
ly 
35 
28 
8 
22 
8 
22 
6 
3 
10 
2 
8 
9 
3 
HaK 
yearly 
or more 
46 
6 
Source: Compiled and computed from questionnaires received. 
Annexure 7 
Reliability test on Employees 
Case Processing Summary of employees 
Cases 
a. Listwise deletion 
Valid 
Excluded^ 
Total 
N 
57 
3 
60 
based on all variables in the procedure. 
% 
95.0 
5.0 
100.0 
Reliability Statistics of employees 
Cronbach's Alpha 
.959 
N of Items 
11 
Reliability test on customers 
Case Processing Summary of customers 
Cases Valid 
Excluded^ 
Total 
N 
455 
0 
455 
% 
100.0 
.0 
100.0 
a. Listwise deletion based on all variables in the procedure. 
Reliability Statistics of employees 
Cronbach's Alpha 
.985 
N of Items 
15 
Group Statistics 
Total 
avg. 
categvl 
1 
2 
N 
246 
209 
Mean 
2.607724E0 
2.807018E0 
Std. 
Deviation 
.9886104 
1.0478528 
Std. Error 
Mean 
.0630315 
.0724815 
Independent Samples Test 
Total 
avg 
Equal 
variances 
assumed 
Equal 
variances 
not 
assumed 
Levene's 
Test for 
Equality of 
Variances 
F 
.926 
Sig. 
,336 
t-test for Equality of IVIeans 
t 
-2.085 
-2.075 
df 
453 
431.867 
Sig. 
(2-
tailed) 
.038 
.039 
Mean 
Difference 
-.1992940 
-.1992940 
Std. Error 
Difference 
.0956009 
.0960549 
95% Confidence Interval 
of the Difference 
Lower 
-.3871702 
-.3880871 
Upper 
-.0114178 
-.0105008 
Group Statistics 
Total 
avg. 
categvl 
1 
2 
N 
246 
209 
Mean 
2.775068E0 
2.703349E0 
Std. 
Deviation 
1.1261646 
1.1185043 
Std. Error 
Mean 
.0718016 
.0773686 
Independent Samples Test 
Total 
avg 
Equal 
variances 
assumed 
Equal 
variances 
not 
assumed 
Levene's 
Test for 
Equality of 
Variances 
F 
.468 
Sig. 
.494 
t-test for Equality of Means 
T 
.679 
.679 
df 
453 
442.138 
Sig. 
(2-
tailed) 
.497 
.497 
Mean 
Difference 
.0717185 
.0717185 
Std. Error 
Difference 
.1056114 
.1055527 
95% Confidence Interval 
of the Difference 
Lower 
-.1358306 
-.1357288 
Upper 
.2792675 
.2791658 
Group Statistics 
Total 
avg. 
categvl 
1 
2 
N 
246 
209 
Mean 
2.956640E0 
2.913876E0 
Std. 
Deviation 
.9772555 
1.0490247 
Std. Error 
Mean 
.0623075 
.0725626 
Independent Samples Test 
Total 
avg 
Equal 
variances 
assumed 
Equal 
variances 
not 
assumed 
Levene's 
Test for 
Equality of 
Variances 
F 
2.184 
Sig. 
.140 
t-test for Equality of IVIeans 
T 
.450 
.447 
df 
453 
429.549 
Sig. 
(2-
tailed) 
.653 
.655 
Mean 
Difference 
.0427640 
.0427640 
Std. Error 
Difference 
.0950929 
,0956428 
95% Confidence Interval 
of the Difference 
Lower 
-.1441141 
-.1452222 
Upper 
.2296420 
.2307502 
Group Statistics 
Total 
avg. 
Category 
1 
2 
N 
23 
34 
Mean 
2.16 
2.03 
Std. Deviation 
.796 
.836 
Std. Error 
Mean 
.166 
.143 
Independent Samples Test 
Total 
avg 
Equal 
variances 
assumed 
Equal 
variances 
not 
assumed 
Levene's 
Test for 
Equality of 
Variances 
F 
.052 
Sig. 
.821 
t-tesf for Equality of Means 
t 
.593 
.599 
df 
55 
48.908 
Sig. 
(2-
tailed) 
.556 
.552 
Mean 
Difference 
.131 
.131 
Std. Error 
Difference 
.222 
.219 
95% Confidence Interval 
of the Difference 
Lower 
-.313 
-.310 
Upper 
.575 
.572 
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